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Stu die s co n d u c ted at the U r ban Ins tit ute I n Was h I n g ton, 
D.C., durln!J the 1970's, defined a management style already 
existing for high-performance, assisted housing primarily for 
f am II I es. 
Project performance In those studies was based In part 
on: (a) tenant satisfaction with management, (b) tenant 
turnover rates, (d rent delinquency rates, (d) vandalism 
rates, and (e) operatl ng cost per un I t. 
2 
For this dissertation an attempt was made to evaluat3 
the use of hi gh-performance management gu I de I I nes with a 
new Iy opened, assisted-housing project for elderly and handi-
capped res I dents. 
The gu[del [nes used for this study were (a) authority 
for the project was based on-site, (b) maintenance respons[-
b[ Ilt[es were based on-site, (c) management was a source of 
serv[ce-referral. 
The Bulld[ng, Bulld[ng A, was compared to three 
ex[stlng similar projects where management authority dif-
fered. Cost comparl sons were made from mal ntenance budgets 
from the four buildings. Comparisons of tenant satisfaction 
with management, vol unteer [sm rates, and percept Ions of locus 
of control were made by means of a questlonna[re mal led to 
all tenants In the four buildings. 
A locus of control scale was Included with the man-
agement study because of the special needs of aging residents 
who face uncontrollable losses In the later years. Th er e Is 
a body of literature that Indicates that offering [nstltu-
tlonallzed seniors some small env[ronmental control has a 
positive Impact on their behavior. 
While the residents In this study are not Institution-
allzed, It was thought that the management style of the 
exper[mental building, where authority for the project was 
based on-site, might Influence tenant perception of locus of 
control. 
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Responses to the questionnaires did not support the 
hypothesis that residents In Building A would have signi-
ficantly higher perceptions of (a) Internal control, 
(b) satisfaction with management, (c) vol unteerlsm rates. 
The r e was sup po rtf or the h y pot h e sis t hat m a I n ten a n c e 
operating costs for Building A would be significantly lower 
when comparisons were made among the four buildings. 
The study concludes that (a) management research would 
benefit by developing methods to better define and measure 
management behaviors, (b) data on the reasons for tenant 
turnover are Important sources of Information not presently 
being utilized In senior-proJects experiencing vacancy 
problems, (c) the results of the operating maintenance costs 
comparisons In this study reinforce the Urban Institute's 
management guidelines as a point for serious consideration by 
developers of assisted-housing for elderly and handicapped 
tenants. 
CHAPTER I 
I NTRODU CT I ON 
Federally-assisted housIng has a long history of 
operational problems, and many projects over the past 20 
years have been faced with operating deficits and defaults 
(Pollkoff, 1978; Sadacca, Isler, and Carlson, 1976; Stegman, 
1980; Struyk, 1980). 
Now, durIng the 1980's, federally assisted housing, 
whether under the sponsorship of Public Housing Authorities 
(PHAs), private nonprofit sponsors or private developers, Is 
facing major funding cutbacks (Astorino, 1981; Howell, 1984; 
Meehan, 1983; Nenno, 1982; Ostrowski, 1984; Struyk, Mayer & 
Tuclllo, 1983). 
Joseph Howell (1984), In an article entitled, "Project 
Syndlcatlon--How It Works," states: "In the 1980's housing 
Is not a priority under the present Administration. The 
Federal Government has sent the message loud and clear, find 
new and creative solutions to your problems, Involve the 
prIvate sector, be more efficient and businesslike." 
These problems, along with growing evidence of a 
vacancy problem In assisted-housing projects for elderly In 
some areas of the country (Simmons, 1984; Wolfe, 1984), 
prompted the design of this present research (Appendix A). 
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The I ntent was to use management research guidelines 
from earlier studies to administer an assisted-housing 
project for el derly and handicapped residents, and compare 
these management techniques with more traditional management 
practices employed In three similar projects. 
The operating problems of assisted-housing sponsors 
prompted the U.S. Department of Housing & Urban Development 
(HUD), the federal agency that administers metropolitan 
housing programs, to fund a series of studies during the 
1970's to Investigate the financial problems of assisted 
housing. 
Research conducted during that period by the Urban 
Institute of Washington, D.C. Indicated that on-site, firm, 
faIr, responsive management practIces resulted In fewer rent 
delInquencies, lower tenant turnover, less vandalism, and 
hIgher tenant satIsfaction when compared wIth assisted pro-
Jects overall (Isler, Sadacca & Drury, 1974j Sadacca & Loux, 
1978j Sadacca, Carl son & Loux, 1978). 
This firm, fair, responsive management style, with 
authorIty based at the project level Is examined in thIs 
present research study In the context of cost benefits and 
tenant satisfaction In assisted housing designed for elderly 
and handicapped residents. 
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As people age, they are faced with a serIes of losses, 
be they mental, economIc, or personal (Hooker, 1976>' For 
those seniors who must move to assIsted housIng for economic 
reasons, the loss of possessIons, space, neIghbors, and 
neighborhood can be traumatIc (FItzgerald, 1979; Lawton, 
1975) • 
Some responses to these 
alcohOlism, chronIc complaining, 
losses can be depression, 
unreasonable demands for 
services, neglected units, paranoia, confusion, and even 
suicide (Lawton, 1975). Because of these losses, it seemed 
appropriate to Introduce a second area 
study and to explore the possIbIlIty 
Into this present 
of a relationshIp 
between management practIces In assisted housing for seniors 
and the tenants' perceptions of control of theIr envIron-
ment. A small body of research wIth InstItutionalized 
elderly IndIcates some positive aspects for residents who 
were given control over seemIngly minute facets of their 
environment (Brandt, 1979; ~lercer & Kane, 1979; ReId, Haas & 
Hawklngs, 1977; Wolk, 1976). 
With the Urban Institute guidelines for successful 
housing management, firm management Is basically the estab-
lishment of necessary regul atlons, so that tenants are aware 
of the rules, and firm and fair enforcement of regUlations 
takes place (Sadacca et al., 1976). Awareness of building 
4 
regulations and expectations that management w III be firm In 
enforcement creates a climate of predictability, an impor-
tant element In locus of control theories. Herbert Lefcourt 
(1976) In LQ~~~ Qi ~QniLQ1, states: 
If another person Is predIctable, then we have a 
good Idea of how one must act wIth hIm to cause 
certaIn effects ••• predIctabilIty allows us some 
sense of confIdence that we can act to create 
desirable effects. 
On-site management allows tenants to know "who to go 
to" for InformatIon or requests. Authority at the project 
level al low s management to respond both appropr I ate I y and 
effectively to tenant requests, givIng older tenants "some 
sense of confIdence that they can act to create desIrable 
effects" (Lefcourte, 1976). 
ThIs study brought a "fIrm, faIr, responsive manage-
ment style" Into practice at a newly opened project for 
elderly and handIcapped resIdents. The results, both tenant 
perceptions of management and building operations, were 
compared wIth three sImilar projects. 
In the lIght of past operatIng defIcits, present bud-
get cuts In assIsted housing, and possible vacancy problems 
developing In retirement housing, this work takes on a more 
Important picture In light of the need for efficient manage-
ment practices In the 1980 15. 
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Because of the special needs of elderly residents, 
tenant perceptions of Internal control In relation with the 
management style of the four buildings were also measured. 
CHAPTER I I 
ASSISTED HOUSING PROGRAMS 
Th Is country entered the ass I sted-hous I ng bus I ness In 
1937 with the enactment of the United States Housing Act. 
Spawned by the depression of the 1930's, the Act was 
Intended to alleviate unemployment and provide "decent, 
safe, sanitary" housing for the unemployed who were expected 
to use housing assistance on a temporary basis (Zals, Struyk 
and T h I bod e an, 1 982) • 
In the late 1930's Public Housing Authorities (PHAs) 
were established to develop, operate, and maintain assisted 
housing In metropolitan areas. In the mid 1950's, the 
federal government encouraged traditional programs through 
the Department of Housing and Urban Development (HUD). 
During the early years of PHA programs, while the 
federal government provided the development funds, the PHAs 
were expected to meet operating expenses from rents and 
utility charges. Local governments supported PHA develop-
ments by not levying taxes against them and by providing 
service amenities such as police and fire protection. PHAs 
had the right of "em Inent domal n" under the sponsorshi p of 
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the federal government, gIving them powers of a mlnl-
government. However, local governments maIntaIned dIrect 
control by appoIntIng boards of commIssIoners to oversee the 
management of the AuthorItIes and through the enforcement of 
local buIldIng codes (NatIonal HousIng Law Project, 1982; 
Struyk et al., 1983). 
PHAs set renta I amounts and tenant I ncome II m Its. 
However, after early development years, operating costs 
escal ated and 01 der projects began to need rehabilitation. 
To compound the probl em, the federal poll cy after the 
Second World War sought to provIde housing for veterans and 
the w or kIn g mId d I a c I ass t h r 0 ugh t a x b rea k san d g u a ran tee d 
home loans. Th I s created a IIf light to the suburbs," so that 
public housIng became the housIng source for very low 
Income, unemployed, or welfare recIpients who vIewed public 
housing as permanent housIng. In the 1960's, tenants In 
public housIng were In the tenth percentile of Income 
dIstribution overall (Walcher, 1980). 
PHAs attempted to raise rents to meet operating costs, 
putting rental amounts out of the reach of very low Income 
tenants. Because of tenant inabilIty to meet PHA rents and 
PHAs' Inabilities to meet operating costs, Congress passed 
the Brooke Amendment In 1969. The Amendment set rent lImits 
for PHA tenants which were not to exceed 25% of their 
Income, and provided operating subsIdies to the PHAse HUD 
used the subsidy granted by the Brooke Amendment to cover 
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PHA operating deficits and to help PHAs maintain financial 
reserves (Cartee, 1981; Liston, 1974; NAHRO Bibliography, 
1984; National Housing Law Project, 1982; Struyk et al., 
1983). 
Since these HUD operating subsidies rewarded 
Inefficient PHAs, federal costs began to balloon to such 
large proportions that a performance funding system was 
Implemented In 1974. The performance funding system linked 
the PHA's actual operating costs to a performance standard 
defined by HUD. AI though this system continues today, It 
has not prevented some PHAs from fall I ng I nto severe oper-
ating deficiencies (Struyk, 1980). 
While other variations of housing assistance programs 
have been Initiated over the years, the major programs 
impact the most a community's assisted housing. These 
Incl ude: the PHA conventional housIng program, the Federal 
Farmers Home AdmInistration program, and HUD's Section 202 
and Section 8 programs which give assistance under the 
sponsorship of nonprofit owners and private developers. 
In 1949 the Farmers Home Administration (FHA) was 
Initiated to provide assisted-housIng programs for small 
communIties and rural areas. The FHA differs from HUD in 
that FHA programs are under the jurisdictIon of the 
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Secretary of Agriculture, and local state and county 
agencies, rather than PHAs, administer the programs. The 
state director targets FHA resources to particular areas and 
persons, and county offices administer both multi-family 
housing and community development programs (National Law 
ProJect, 1982). 
The Section 202 Program was Instituted In 1959 to 
provide federal loans to private, nonprofit sponsors to 
develop, operate, and maintain projects for elderly and 
handicapped residents. The nonprofit sponsors were expected 
to provide service amenities to their residents and to 
reserve at least 20% of their units for the very low Income 
elderly (U.S. Department of Housing & Urban Development, 
1984; National Housing Law Project, 1982; Zals et al., 
1982). It Is now thought that since Section 202 projects 
receive rent subsidies through the Section 8 Program, that a 
high percentage of their tenants fall Into the low Income 
range (Zals et 81.,1982). 
The Section 8 Program, enacted In 1974, falls Into 
four categories: Section 8 Certificate, Moderate Rehabili-
tation, Substantial Rehabilitation, and New Construction. 
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The certificate program Is administered through local 
PHAs. Eligible tenants fIrst apply for certificates and 
then locate units from landlords In the private sector who 
are willing to participate In the program. UnIts must meet 
both the PHA's rental amount limitations and structural 
guidelines. Tenants pay their portion of the rent, which is 
dictated by their Income. The landlord then collects the 
rest of the rental amount from the PHA. A unit's condition 
Is monitored by the PHA to ensure that the housing stays 
structural I y sound. 
The Rehab" Itatlon/New Construction phase of Section 8 
allows a private developer to receive a subsidy on units In 
projects that were rehabilitated or constructed through 
loans from private lenders or state-lending agenCies. HUD 
sets a fair market value on the unIts based on the local 
market and the developer's loan costs. The ow ner/devel oper 
operates and maintains the project and receives the fair 
market rent for each unit from a combination of the tenant's 
share and the Section 8 federal subsidy (U.S. Department of 
Housing & Urban Development, 1984; National Housing Law 
ProJect, 1982; Sloan, 1984; Struyk, Marshall and Ozanne, 
1978, Zals et al., 1982). 
W h I I e Sec t Ion 8 R e h a b I I I tat Ion / New Co n s t r u c t Ion 
subsidy funds have been available for both multi-family and 
elderly and handIcapped projects, 54% of the development has 
1 1 
been In the area of elderly housIng (Warner, 1983). Owners 
and developers often prefer the development of elderly 
housIng over multI-famIly projects, because management of 
housIng for senIors Is vIewed as less problematIc than 
projects for fam Illes (Francescato et al., 1979; National 
HousIng Law Project, 1982). 
However, sInce the 1980 budget cuts, no new funds have 
been allocated for the SectIon 8 Rehabilitation/New Con-
structIon programs and only a limIted amount of funding for 
Section 202 projects for elderly and handicapped residents 
remains. There Is speculation that HUD's future emphasis 
wIll be on housing vouchers exclusively (Meehan, 1983). 
Housing vouchers are similar to Section 8 certificates 
as eligible tenants are able to locate their housing In the 
open market. The vouchers differ from the Section 8 certi-
ficate program because the distributing agency, normally a 
local PHA, has less Involvement. With the Section 8 certi-
ficates, the PHA assigns the certificate to the tenant, the 
tenant locates a suitable unIt, and the PHA monItors both 
the landlord and the unit, often with fairly stringent 
requirements. The relationshIp Is between agency and 
tenant, and agency and landlord. WIth the housing vouchers, 
the relatIonship Is between tenant and landlord, with the 
agency's prime role beIng the dIstrIbution of the voucher 
(Zais,1984). 
1 2 
With PHA projects, Section 8 Rehab" Itatlon/New Con-
struction, and Section 202 projects, the unit Itself Is 
subsidized. With Section 8 certificates and housing 
vouchers, the tenant Is subsidized. 
HUD appears to place a strong emphasis on the voucher 
program In 1985 and has halted further development of new 
buildings. For existing subsidized housing, operating 
assistance has been curtailed, and badly deteriorated 
housing projects are expected to be destroyed rather than 
rehabilitated (Friedman & Weinberg, 1982; Gainer, 1983; 
Meehan, 1983; Nenno, 1982; Ostrowski, 1984; Sloan, 1984; 
Struyk et al., 1983; Zals et al., 1982), 
CHAPTER II I 
LITERATURE REV lEW 
Management of assisted housIng Is generally consIdered 
to be more diffIcult than management of housIng In the 
prIvate sector (Conrad, 1970; FItzgerald, 1977; French, 
1977; Matheny, 1976; Murray, 1972a, 1972b; SImmons & Watson, 
1973; Stegman, 1980; Wollock, 1977), WhIle locatIon and 
project constructIon are sometImes cIted as part of manage-
ments' probl ems and are often used as reasons for not 
ImprovIng management practIces (Struyk, 1980), "people 
probl ems" are consIdered the major management chall enge 
(Conrad, 1970; French, 1977>. Glen French, DIrector of 
Management for the Cambridge HousIng AuthorIty, fInds that 
" p e 0 pie pro b I ems d em and m or e t han nor m a I 
t I se • • • the y are m 0 s ttl me s g I v en 
project's faIlure." 
management exper-
as reasons for a 
People problems cIted Incl ude poverty tenants who lack 
educatIon, motivation, respect for other's property, and who 
encourage destr uct I on and vanda I I sm (French, 1977). 
Joseph Conrad (1970) In "Getting Involved In Low 
Income Housing," dIscusses the people problems that confront 
managers. He finds that the many social problems In 
assisted housing can be handled by a "well trained mana-
1 4 
ger ••• who knows that attitudes playa dominant role In 
management rei atl ons." Conrad does not say It is easy: 
"Managers of sUbsidized housing must go a step beyond the 
norm." His criteria are that the "tenant be treated with 
respect as an adult and that managers themselves be 
responsive to tenant needs." 
In "Reducing the Risks of Subsidized Housing," Glen 
French (1977) defines management as, "the ever existing 
condition In which all residents are aware the management 
assumes Its responsibility fully and w III Insist upon lease 
compliance firmly, yet fairly." 
Robert Fitzgerald (1977) In his article, "The Public 
Housing Manager, No Place for a Loner," states: 
The tenants don't belong to you, or to anything or 
anyone. Their personal freedom Is their most sacred 
possession In the same sense that all citizens 
regard It as both a right and a responsibility ••• 
reacting to tenants as people will be a concern, a 
constant Interest, and a source of many personal 
satisfactions. 
In the "Turnaround Handbook for Problem Properties," 
Richard Wollock (1977> stresses tenant relations. He says 
tenants must be tol d of management goal s for a compl ex and 
suggests seeking their cooperation. He says, "psycholo-
glcally everyone wants to believe that he lives In a good 
environment and made a wise decision when choosing this 
complex." He claims management firmness creates a positive 
mental attitude among resl dents, and when disrupt Ive tenants 
1 5 
create discontentment among good tenants, they must be dealt 
with firmly, even to the point of eviction. 
Evl ctl ons are a necessary part of 
assisted housing. J. S. Fuerst (1977) 
management of 
In his article, 
"Subsidized Housing: Amateurs Need Not Apply," demonstrates 
how a problem project can be turned around by evicting both 
non-rent paying families and tenants who disturb others. He 
says the use of eviction can help keep a project occupied, 
solvent, and Integrated. A more Important variable than 
eviction, however, Is careful tenant selection. He feels 
that with careful screening and credit checks, evictions can 
become minimal. 
In 1974 during a bitter tenant strike, Carmen Porco 
(unpublished manuscript, 1980) took over management of a 
250-unlt, sUbsidized family housing complex In Madison, 
Wisconsin. The complex was plagued by vandalism, high 
vacancy rates, and high tenant turnover. Mr. Porco reversed 
these problems over a period of one year, reducing the 
vacancy rate from 45% to 1 %, the rent de I I nq uency rate from 
22% to 0%, yearly turnover rate from 31% to 6%, and malnte-
nan c e com p I a I n t s fro m 1 90 to 60 per m 0 nth (.I.h.e ..Q.r:.e,g.Q.nl..a.n, 
1980). 
Carmen Porco relied heavily on a lengthy tenant orien-
tation process. Before a lease was signed, "lease and 
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management policies were explained In detail ••• not only 
tenant's obligations but management's obligations as well." 
The manager explained staff working hours and staff duties, 
how complaints were handled and how problems could be 
avoided. Porco says: 
Explaining everything to the tenants without relying 
on stone-wall and fear tactics makes them more 
likely to keep the buildings and grounds In good 
condition, and they do much of the cleanup and flxup 
tasks themselves (Ih~ ~r~~n~~, 1980). 
In 1979 Mr. Porco took over a second large family 
project accomplishing similar results In less than a year. 
Since that time, Carmen Porco has become a ·full-tlme con-
sultant to the Madison, Wisconsin PublIc Housing Authority, 
again successfully Implementing his management policies 
throughout the entire PHA system in Madison, Wisconsin. 
Basically, Carmen Porco's approach to project management Is: 
1. A lengthy orientation and Introduction process to 
the complex. 
2. Keeping tenants well Informed and relating to them 
on an adult-to-adult basis. 
A study of 15 housing projects In three Canadian 
cities by Adlpoju Onlbokun (1974) Indicates agaIn how 
management attitude and performance affect tenant satlsfac-
t ion and pro j e c t co s t s • 
1 7 
Two models of management were Identified as a result 
of the study: 
1. The paternal and unresponsive model. 
2. The empathetic and unofficious model. 
The paternalist model had authoritarian management 
that was unresponsive to tenants' complaints. The tenants 
stated they felt "no self worth, dignity, or pride." The 
paternal management model fostered open conflict in one 
city, compounding management problems. 
Onlbokun's emphathetlc and unofficious model Is 
similar to Porco's (1980) approach with a positive orlenta-
tlon process and positive attitude relating to tenants: 
When a new tenant is admitted, the manager takes 
her to the housing project, shows her her own 
housing unit, hands her the key and says, "Well, 
this Is your house; regard It as your own personal 
house, and take care of It as you woul d your own 
property." The Authority addresses the tenants 
politely and even when the tenants do some wrong, 
the response of the Authority Is not harsh and 
dictatorial. When there Is need for repairs within 
the housing units, the management acts promptly and 
ensures that the repairs are done to the satl sfac-
tlon of the tenants. Some of the tenants In the 
housing projects had repainted their housing units 
themselves and the paint In such cases was supplied 
by the Housing Authority and this approach yielded 
positive results. Tenants' complaints about renova-
tion and housing repair were noted to be very 
negligible In most of the housing projects under the 
Jurisdiction of this Housing Authority. 
In enforcing the rules, the management has 
actively involved the tenants themselves, and they 
assume a greater part of the respons i b II I ty of I den-
tlfylng which rules are necessary and that the rules 
are adhered to. 
The results have been very gratifying. Complaints 
about management are found to be relatively few. A 
great majority of the tenants have a feeling of 
self-worth, responsibility and self-respect 
(Onlbokun, 1974), 
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In this three-city study of 15 housing projects, the 
attitude of the PHAs toward their tenants affected manage-
men t po I I c I e san d had a dec Ide d e f f e ct 0 nth e I I v a b I I It Y 0 f 
projects. Well-built buildings with spacious apartments had 
their "livability Impaired by management who disregarded 
tenants' feelings." Tenants had poor relations with what 
Onlbokun calls "authoritarian housing authorities." He 
found management differs from city to city In public housing 
and feel s that poor management does a great disservice to 
the cause of assisted housing nationally. He found great 
contrasts In management, and In those PHAs where "good 
management" or what he calls "empathetic and unofficious 
management" prevail ed, there were econom Ic benef Its 
(Onlbokun, 1974). 
HUD-funded studies during the 1970's Investigating the 
financial problems of assisted housing found numerous 
factors leading to deficits and defaults: 
1. The building In the 1950's and 1960's of mammoth 
housing projects In high crime areas. 
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2. Construction of projects as spartan as possible 
without recreational facilities or other amenities needed 
for the large number of people housed. 
3. Projects deteriorating to a point where mainte-
nance and repair costs became overwhelming. 
4. Poor management practices. 
(Pollkoff, 1978; Struyk, 1980; Wye, Pickering & 
Kanlnsk, 1980) 
Cost efficient administration of such large, deteri-
orating projects where tenants are resentful of their 
environment, management, or both, Is extremely difficult at 
best and Impossible at worst. However, Raymond Struyk, 
Director of the Center for International Activities of the 
Urban Institute of Washington, D.C •• In his analysiS of 
public housing (1980), finds that density, size, and loca-
tion are often excuses used to prevent Implementing better 
management practices. His analysis Is based, In part, on 
HUD-funded research at the Urban Institute. 
Beginning In 1971, the Urban Institute began a 9-year 
series of research studies Into the financial problems of 
assisted housing. 
21,000 Interviews 
During the course of that research, 
were conducted and 460 projects 
over 
w er e 
studied. Sixty of the projects were under private 
developers, nonprofit or cooperative ownership. Four 
hundred of the projects were owned by PHASe Two-thirds of 
the Interviews were with tenants and the last third with PHA 
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and project staff (Isler, Sadacca & Drury, 1974; Sadacca & 
Loux, 1978; Struyk, 1980). 
Four bas I c categor I es were deve lope d from th e I nter-
views and other data sources, such as vacancy rates and rent 
delinquencies. The four categories were: 
1. Criterion measures which assessed the overall 
management performance of a PHA. 
Control measures which described area, nelghbor-
hood, project and tenant characteristics over which the PHA 
had no control. 
3. Management measures which described management 
policies, practices, and the attitudes of tenants and PHA 
staff. 
4. Income and expense measures which were related to 
operating Income and expenses of PHAse 
Measures were developed from the categories and 
adjusted to take Into account operating conditions over 
which the PHA had no control, such as older buildings in 
poorer neighborhoods, and used to divide PHAs Into hlgh- and 
low-performance groups. Hlgh- and low-performance PHAs had 
complexes that performed accordingly, and In hlgh-
performance complexes, there was low tenant turnover, low 
vandal Ism and vacancy rates, high resident satisfaction and 
fewer complaints. Low-perform ing complexes had operating 
21 
losses, rent delinquencies and rental losses, high vandalism 
rates, and lower tenant satisfaction. 
In high-performance buildings project managers had 
more authority, were firm In enforcing rules and evicting 
probl em tenants, and were responsive to tenant needs and 
concerns. Tenants In these complexes were less Inclined to 
participate In formal tenant organIzatIons, but participated 
on an I nforma I, day-to-day bas I s. Tenants formed more 
formal organizations In those complexes where management was 
felt to be Inadequate In some way. 
Variables IdentIfIed from Urban InstItute studies that 
Impacted on buIlding performance were: 
Uncontrollable Variables: 
1. NeIghborhoods 
2. Age of buIlding 
3. Elderly vs. famIly buildings 
Controllable Variables: 
1. Attitude of staff toward their work and toward 
each other 
2. Decentralization of authority to the project 
I eve I 
3. Management firmness 
4. Management responsiveness 
5. Tenant roles, Including cooperativeness, pro-
ject cohes Iveness, and tenant I nvol vement In 
the building. 
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A comparIson of buIldIng performance as defIned In the 
Urban InstItute studies Is Illustrated in Table I (Sadacca, 
Loux & Carl son, 1978). 
Management fIrmness is defIned as enforcIng rules 
strIctly and faIrly. Noise levels are kept at a tolerable 
level, and tenants keep the grounds cl ean. Management takes 
less tIme to evIct tenants for rent delinquency and will 
evict for poor behavJor, i.e., drunkenness, berating of 
other tenants. 
Management Is consJdered responsIve when: 
1. Tenants feel they are treated well by staff. 
2. Tenants feel the manager knows a good deal about 
the Job. 
3. MaIntenance problems are taken care of promptly. 
4. Complaints are responded to promptly. 
5. RepaIrs are made promptly. 
6. Managers know tenants by name and by sIght. 
7. The manager Is a source of service information. 
8. Tenants know who to contact for emergencies. 
(Loux & Sadacca, 1975; Sadacca et al., 1976; Sadacca, 
Loux & Carlson, 1978) 
Th e U r ban Ins tIt ute st u d Y was the fir s t co m pre hen s I ve 
management focused research conducted natIonwide on assisted 
housIng. The study assumed the relatIve Importance of 
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BUILDING PERFORMANCE VARIN3LES 
Higher Performing Buildings 
1. Tenants perceive neighborhood as ImprovIng. 
2. New buIldings. 
3. Elderly population easier to manage. 
4. Poslt!ve attitude of staff toward their jobs, 
tenants and each other. 
5. Authority centralized to each project. 
6. Management fIrm In keeping noise down, 
less tIme to evict tenants for rent de-
I inquencles or disruptive behavior. 
7. Management responds quIckly to maIntenance 
complaints, treats tenants with respect, 
knows tenants by name, Is available. 
Tenants know who to contact for problems. 
8. Tenants volunteer In and around buildIng, 
active In buIlding activities. Tenants 
less lIkely to want to participate In 
management. 
Source: Sadacca, Loux & Carlson, 1978 
Lower Performing Building 
1. Tenants perceive neighborhood as deteriorating. 
2. Very old buIldings. 
3. Multi-family buildings more difficult to manage. 
4. Negative attitude of staff toward their jobs, 
tenants and each other. 
5. Authority In central office. 
6. Management not quick to stop disruptive 
behavior, less likely to evict dIsruptIve 
or delinquent tenants. 
7. Management slow to respond to maintenance 
requests, unavailable to tenants. Tenants 
do not know who to contact for problems. 
8. Tenants less lIkely to volunteer In buIldIng 
or partIcipate In actIvities. More vandal Ism 
In bUildings. Tenants try to participate In 




management with respect to other factors and was speci-
fically aimed at locating high-performance management • 
.un.lverslty of Illinois' Resident Satl..s.factlon Study 
The University of Illinois' Housing and Research 
Development Program al so found ev I dence that management r s 
an Important aspect of tenant sat! sfactl on. Several manage-
ment measures of attitudes, policies, and performance were 
found to be Important predictors of overall satl.sfactlon In 
assisted housing CFrancescata et al., 1979). 
The Housing Research and Development Program conducted 
research from 1972 to 1977 on resident satisfaction In 10'.1 
and moderate Income assisted-housing complexes. In 1977, 
with funding from HUD, the Program began research to look at 
the relationship between tenant satisfaction and design and 
management of housing projects. One goal of the study was 
to Identify environmental aspects that affected satisfac-
tion. The second goal was to Identify management 
strategies. Management and design In assisted housing had 
not been evaluated from the tenant's viewpoint "with 
resulting undesirable socIal and operatIonal consequences lt 
CFrancescata et al., 1978). 
Thirty-seven projects were used In the study with one 
designed for elderly occupany only. The complexes were all 
assisted housing from various funding programs. Ten were 
PHAs, 11 were bu II t through state hous I ng development 
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agencies, 2 through a municipal housing development corpora-
tlon and the remaining 14 by private, limited-profIt, or 
nonprofit developers. The sites were located In 10 states, 
mostly In the East, Southeast, and Midwest. 
Sixteen of the sites were In the central city of major 
metropolItan areas. Another 16 were In metropo I I tan areas 
outsIde the central downtown area and were called urban. 
Two were In the suburbs, and three were In rural areas. 
An Occupant Satisfaction and PerceptIon Survey (OSAPS) 
was developed from IntervIews wIth tenants, management 
staff, and researchers from the Urban InstItute In 
WashIngton, D.C. 
One-third of the adult population from each of the 37 
complexes were chosen, wIth a return rate of 32% from mailed 
quest lonna I res. The OSAPS was then admInIstered through an 
Interview with those tenants who had not responded to the 
origInal mailing and resulted In over 1,900 responses. 
The basic findIngs of the HousIng and Research 
Development study were: 
1. Most residents were satisfied with HUD-
assisted housIng. 
2. When properly designed and managed, HUD-
assisted housing was as satisfactory or more 
satisfactory than housing In the open market. 
3. There were no signifIcant dIfferences In 
levels of satisfactIon that were attrIbutable to 
dIfferences In assIstance programs. 
4. Many Interrelated aspects Influenced resi-
dents' satIsfactIon with a high proportion of the 
total variance representing satIsfaction with other 
tenants, pleasant appearance, and economic value. 
5. As a whole, the sample residents were a non-
homogeneous population. Differences In socio-
demographic characteristics were perceived more 
accurately by tenants than by management. 
6. The more other residents In a development 
were perceived to be similar to oneself, the higher 
the level of satisfaction with other residents. 
7. The perception that other residents were 
friendly and well-behaved was an Important component 
of overa I I satl sfact Ion. 
8. Not feeling stigmatized for Ivlng In 
assisted housing was strongly associated with over-
all satisfaction. 
9. The appearance of the physical environment 
was an Important component of resident satisfaction. 
10. Percept ions of spac I ousness and pr I vacy were 
moderately strong predictors of overall satisfac-
tion. 
11. Location was found to be associated with 
satisfaction, but was not a controlling factor. 
12. Density was not a predictor of resident 
satl sfactlon. 
13. Small er projects tended to be only slightly 
more successful. 
14. The type of site layout was not related to 
resl dent satl sfactlon. 
15. There were no significant differences In 
overall satisfaction between living In high-rise vs. 
low-rise developments. 
16. The type and quality of the facilities and 
amenities provided were moderately strong predictors 
of satisfaction. 
17. Management aspects were strong predictors of 
resl dent satl sfactlon. 
18. A number of management policies and rules 
were perceived as unsatisfactory by the residents. 
19. Management's performance In providing 
adequate maintenance and In respondIng quickly and 
effectively to tenants' complaints was generally not 
satl sfactory. 
20. ProtectIon from crime and vandalIsm was 
I n a d eq u ate. 
21. Live-In resident managers were not perceived 
as performing better than managers living off sIte. 
22. HUD management guides receIved mixed evalua-
t Ion. 
23. Rent policies were a frequent cause of com-
plaints. 
(Francescato et al., 1979) 
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The UnIversIty of IllInoIs' HousIng Research and 
Development Program research recommendatIons are sImIlar to 
the Urban I nstItute's. A fIrm, respons Ive management sty Ie 
becomes an I ntegra I factor contr I but I ng to a project's 
success (Francescato et a I., 1979). 
~rly AssIsted HousIng: Re~m~il~ 
.Y...e.r:..s..u..s Reg u I a t I OlLS. 
Management of assIsted projects for elderly and handi-
capped tenants Is considered to be less difficult than 
management of multI-famIly projects (Francescato et al., 
1979; Sadacca et al., 1976; Sadacca, Loux & Carlson, 1978; 
Welcher, 1980). Only recently, however, researcheis have 
noted that the populatIon of very frail elderly Is 
IncreasIng in those projects, and that adequate management 
resources needed 
1982a, 1982b). 
to manage are 
There can be 
unavailable (BernsteIn, 
chronIc complaIning, 
alcohOlism, confusIon over rent payments and recertifIca-
tIons, damaged unIts due to faIlIng facultIes, and suIcIdes 
(Lawton, 1975). In areas wIth a large selectIon of elderly 
designed projects, there Is tenant turnover and vacancIes 
(SImmons, 1984; Wolfe, 1984). In January of 1985, HUD 
occupancy specialists began a natIonal study to pinpoInt 
exactly where and why those vacancies exIst (Schenk, 1984). 
The special needs of projects with older tenants have 
concerned researchers for the past two decades (Andreae, 
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1978; Carp, 1966; Green, Fedewa, Johnston, Jackson & 
Deardorff, 1974; Lawton, 1975; RegnIer & Byerts, 1983), and 
federal polIcIes for constructIon and locatIon of projects 
for elderly and handIcapped have been Influenced by research 
recommendat Ion s. Basics such as emergency call systems In 
unIts, entry call systems for security, handIcapped access, 
desIgn of units for handIcapped, community access and loca-
tion of sites near amenities such as shopping, have become 
s tan dar d r eq u Ire men t s (N a t Ion a I H 0 u sin g Law Pro J e c t , 1 9 82) • 
Research on management practIces of elderly projects has not 
had a sImIlar Impact. 
Research Re~m~~±l~~ 
M. Powell Lawton, a foremost authorIty on housIng 
older adults, dIscusses basIc management requIrements In his 
book entitled, E~~nn~n~ ~n~ ~~n~~ln~ H~~~ln~ ~~L El~~Ll~, 
publIshed In 1975. What he saId then has been echoed by 
others and Is pertInent In the 1980's. 
t~anagers of el der I y projects shou I d have some geronto-
logIcal traIning to enable them to recognize signs of 
depression, drug problems, alcohol Ism, paranoia, suIcidal 
tendencies, and faIling physical abilities (Butler & Oldman, 
1983; Heumann & Boldy, 1982; Huttman, 1977; Koldony, Baron & 
Struyk, 1983; Lawton, 1975; SlavIk, 1981; U.S. Department of 
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Housing & Urban Development, 1979; Woodward & Wakefield, 
1 982 ) • 
Managers should be social activIty coordinators 
(Brauer, 1976; Butl er et al., 1983; Heumann et al., 1982; 
Huttman, 1977; Kolodny et al., 1983; Lawton, 1975; Parker, 
1984; Sanzotta, 1979; U.S. Department of Housing & Urban 
Development, 1979>-
Managers need to possess: 
1. communication and InterviewIng skills (Heumann, et 
al., 1982; IREM. 1970; Lawton, 1975; Rose, 1978; Slavik, 
1981; U.S. Department of Housing & Urban Development, 1979); 
2. service referral skIlls (Brauer, 1976; Fuchs, 
1977; Heumann, et al., 1982; Hughes, 1976; Huttman, 1977; 
Lawton, 1975; Parker, 1984; U.S. Department of Housing & 
Urban Development, 1979); 
3. an ability to maintain community relationships 
(Huttman, 1977; Kolodny et al., 1983; Lawton, 1975; U.S. 
Department of Housing & Urban Development, 1979); and 
4. a personality that works well with older people 
(Heumann et al., 1982; IREM, 1970; Kolodny et al., 1963; 
Parker, 1984>-
Research with management of elderly assisted housing 
In Great Britain has reached similar conclusions (National 
Corporation For Care of Old People, 1973). The on-sIte 
managers, "wardens," are discussed In simIlar terms by Edgar 
Rose (1978) in H~~~ln~ f~L Ib~ ~~~~. He reported: 
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1. the need for further study of wardens' roles 
and attitudes; 
2. the need for Improved warden-tenant contact; 
3. the need to help tenants who become disabled to 
obtain services; and 
4. the need to understand the wardens' role In coor-
dlnatlon of the total proJect. 
Alan Butler and Dr. Christine Oldman In an article In 
H.Q.u..s.ln,g I a men t the f act t hat war den s are u n d e r t r a I ned, 
underpaid, and not selected carefully for the responslbil-
Itles they must assume. They are expected to be: 
Patient, resourceful, understanding with a sense of 
humour and sympathy and understanding of 01 d 
people. and be able to serve tenants without 
favoritism, with discrimInatIon, but at all times 
respecting their Independence and individuality 
(B uti er & 0 I d man, 1 983) • 
The HUD policies for managers of elderly housing are 
similar to the cited research recommendations. The fol-
lowing guidelines were addressed In a HUD-publlshed (1983) 
Instructors' handbook for training managers of assisted 
elderly projects: 
1. Communication 
Speak clearly to older residents. Speak loudly 
only when talking to residents who are hard of 
hearing. 
Listen carefully to older residents and clarify 
statements that you do not understand. 
Be patient with older residents who respond 
slower. 
2. Attitudes 
A good manager should examine his or her own 
motives and attitudes toward aging to overcome 
misconceptions. 
3. Services 
A good manager should be sure that older adults 
are referred to the services they need. 
A good manager should Insure that new residents 
obtain the emotional support necessary for 
adJustment to their living situation. One way 
of doing this Is Involving residents In social 
and activity oriented groups within the 
development. 
A good manager should provide services or acti-
vities necessary to support the emotional 
stabll Ity of residents. This can be done by 
organizing residents Into social or activity 
oriented groups to promote interaction among 
resl dents as well as recreation and construc-
tive activity. 
A good manager should know when to seek profes-
sional advice for severe emotional problems. 
4. Soc I a I Act I v I ties 
Managers should provide opportunities for 
residents to satisfy their needs for status and 
feelings of self worth. These needs may be 
fll led through group Interaction at the housing 
unit or at an outside senior center. 
Managers should al low elderly residents as much 
Independence as possible. They should be 
encouraged to clean or shop for themselves. 
Management should provide the necessary support 
for such activity such as lightweight cleaning 
equipment and transportation. 
Managers should Inform older residents of 
educational opportunities and should motivate 
them to utilize such opportunities. 
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Managers should be partIcularly sensItive to 
the needs of women who have been dependent on 
husbands for makIng Important decIsIons all 
theIr lIves. Managers should encourage them to 
become more Independent. 
Managers should be careful to recognize 
cultural and racIal dIfferences when plannIng 
programs and Interacting with residents. 
5. EconomIcs 
Managers should Insure that residents utilize 
servIces available to them In the community. 
Managers should consIder the low Incomes of the 
elderly when plannIng outIngs and trips. 
Managers should Inform older resIdents of the 
varIety of Income sources available to them and 
encourage older residents to utIlize such 
resources. 
Managers shou I d 
budgeting when 
Guidelines). 
assist older resIdents with 
necessary (HUD Management 
All these recommendatIons are for people: 
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1. In an underpaId professIon (Heumann et al., 1982; 
Lawton, 1975); 
2. on whose shoulders the success of a project rests 
(Heumann et al., 1982; Kolodny et al., 1983; Ralston & 
Ralston, 1983); and 
3. the bulk of whose dutIes Is record keepIng and 















1 1 • 
How to legally select tenants; 
How to verify that tenants quality for assistance; 
How to obtain the proper certification; 
Discrimination regulations; 
How to compl ete tenant eligibility forms; 
How and when to recertify; 
How to keep waltl ng II sts; 
How to reject unsuitable applicants; 
How to complete HUD occupancy forms; 
Penalties for late recertifications; and 
How to fill out claim worksheets. 
(Oregon State, 1984) 
Somewhere between the ideal worl d of research-based policies 
for management and the mandatory world of federal regula-
tions, there Is the world of managing assisted housing for 
elderly mandated by cost control. 
L~lls-~~~nILQ1-~~~n~~~ID~1 
~i-fl~~Ll~~ll~ln~ 
A second research topic considered with this present 
study was locus of control. It was hypothesized that low-
Income seniors might perceive more Internal control over 
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their environment if management was firm, fair, and respon-
sive, i.e., where an on-site manager with definite office 
hours could respond to tenants' requests In as timely a 
manner as possible, enforce necessary regulations firmly and 
fairly, and be a source of service referral. 
The concept of locus of contro I ar I ses out of the 
social learning theories of Julian Rotter (Rotter, 1954, 
1966, 1971; Rotter & Liverant, 1962) where reinforcement of 
behavior developed from one's perceptions. 
In Dehavloral studies, the reinforcement Itself Is the 
key to behavior (Skinner, 1974). The reinforcer can be as 
tangible as food or as Intangible as social approval. 
In locus of control theories, perception of control Is 
the reinforcer, and If experiences are not seen as the 
results of one's own actions, they do not alter the way a 
person sees things and functions (Rotter, 1954, 1966, 1971). 
Researchers have used both laboratory animal sand 
human subjects to experimentally manipulate perceived con-
trol. Some of the foremost animal studies were done with 
dogs (Seligman, 1968, 1975a; Seligman & Maler, 1967; 
Seligman, Maler & Solomon, 1969), who were gIven shock 
treatment In escapable or Inescapable situations. The dogs 
who had been In escapable situations In the Initial phases 
attem pted to get out I n I nescapab Ie tr I a I s. Dogs I n the 
Inescapable situations In the Initial phases were unable to 
perceive they coul d escape I n subsequent phases. They woul d 
35 
cower In the shock box and could only be taught to use the 
escape route by repeatedly being dragged out. Initially 
they learned they were unable to control the situation, and 
w hen escape was avail abl e they behaved hel pi essl y. 
Curt Richter (1959) found that w lid rats, when con-
strained by being held tightly before being placed in a 
bucket of water would sw 1m to the bottom and die. Autopsies 
demonstrated that the rats did not drown. Unconstrained 
w I I d rat s co u Ids w 1m up to 80 h 0 u r s be for e d r ow n I n g. It was 
concluded that restricting the rats' klckTng and bTtTng 
behavior resul ted Tn perceived hel pi essness. These anTmal 
studTes and others on locus of control lead to the phrase 
"learned helplessness" (Lefcourt, 1976; SelTgman, 1975a, 
1975b) • 
.L.Q.c..u..L.Q..LC.Qll.i.r: 0 I S t.u.dl.e.s. 
ltiih_H.u..m.alLS.l.lllj.act.s 
Using eTther perceived controllable or uncontrollable 
aversive stimuli on human subjects affects performance on 
sTmple tasks such as number comparisons or letter finding 
(Glass, Singer & Friedman, 1969; Glass, Relm & Singer, 
1971). The subjects, distracted by stimuli they could not 
el Tmlnate or anticipate, did poorly. Subjects performed 
better If they could anticipate the stimuli (predictability) 
or think they could stop It (perceived controll. 
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I n other stud les (Phares, 1971), subjects were given 
chips to wager on their success In matching shades of gray 
or lines of varying lengths, and then told that success was 
due to either "skIll" or "I uck." After each trIal the 
subjects were gIven the same feedback of successes or 
fall ures, and asked to wager on the expectancy of bel ng 
correct on the next trIal. ReInforcement of "skill" condi-
tions had a great effect on the way In which subjects set 
theIr expectations. "Luck" subjects were more I ikely to 
stand pat after success or wager more after fal lure. 
Changes In number of chIps wagered were greater when 
subjects were gIven "ski II" Instructions. These studIes 
I nd I cate that know I edge of the subject's percept I on of con-
trol In a laboratory sItuatIon could predIct the Judgments 
they would make In response to success and faIlure. 
These studIes and many more (Lefcourt, 1976; Rotter, 
1966; Seligman, 1975a, 1975b) can be generalIzed to situa-
tions where perceived loss of control of IndIvIduals In 
soclo-economlc status, InstItutions, learning sItuatIons, or 
during traumatIc experiences affect behavior. 
Early In the developIng of locus of control, JulIan 
Rotter (1966) developed an Internal-External Control Scale 
(I-E Scale) as a measure of IndIvIdual differences In belief 
of Internal versus external control. High internals on 
Rotter's scale perceive the outcome of life events as 
contingent upon theIr own behavior. High externals perceive 
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the same events as the resu I ts of I uck, chance, or others 
(Rotter, 1966). 
Results of use of the I-E Scale over the years 
IndIcate that Internal perceived control belIefs are asso-
cIated with better psychologIcal adjustment, and external 
perceived control beliefs are related to Indexes of malad-
Justment (Reid, Haas & Hawklngs, 1977; Wolk, 1976), 
The theoretIcal concept of learned helplessness Is the 
outgrowth locus of control studIes where subjects, who per-
ceive over tIme that they have little or no control over 
envIronmental outcome, react helplessly. 
T his I 5 c I ear I y 5 tat e din S e I I g man I s boo k , l.e.a.r.n.e.d 
~1.P.-las.M.as.s (1 9 7 5 b ) : 
" ••• a person or animal Is helpless with respect to some 
outcome when the outcome occurs Independently of al I his 
vol untary responses. II 
There are Individuals who become helpless only after 
repeatedly experIencing overwhelmIng traumatic losses, and 
ot her 5 who dis P I a y he I pie s s be h a v I or s a I I 0 f the I r I I v e s. 
Even Se I I gman1s dog tr I a I s came up with a sma II percentage 
of dogs who were restrained In the Initial shock situations 
but escaped when escape was offered. A similar small per-
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centage of dogs were helpless at the outset, even In Initial 
escape situations. 
Individuals are different. There are differences In 
perceptions of experiences and differences In reactions to 
loss of control In traumatic situations. Aging brings with 
It a series of losses, albeit at different levels and rates, 
but losses nonetheless. 
As Individuals 
events occur. Not all 
age, a series of unavoidable life 
events occur for all I nd Ivl dual s, but 
advancing age wi I I, 
1975, 1980; National 
In some way, affect everyone (Lawton, 
Center for Social Pol Icy, 1979). 
Ch II dren I eave home. Th I s may be a Joyfu I event for 
some, but for others It means the end of an Important life 
role. 
Retirement produces role changes. Long-awaited, 
happily antiCipated retirement has different effects from 
forced retirement. A person may be forced to stop working 
because of employment practices, physical deterioration, or 
the economy. Along with retirement, Income changes create 
loss. The upper-Income retiree who Is prepared for retire-
ment will not experience the trauma of reduced Income that 
most older adults face; for some the loss can be staggering. 
Lowered Income, failing health, or both can facilitate 
the loss of a home, or make that home extremely difficult to 
manage. A forced move to a small er living unit can brl ng 
losses In personal possessions, In neighbors, and even con-
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tact with friends. A move to a federally-assisted unit 
brings the living within restricting regulations: no pets, 
personal income must be disclosed, and a medical report must 
be provided to assess physical capabilities (Fitzgerald, 
1977). 
Death brings loss of a spouse, friends, relatives, and 
possibly all three. Loss of physical or mental capabilities 
can bring Institutionalization and, depending on the Insti-
tution, a total loss of control over the Immediate 
environment. There is evidence to Indicate that when 
Individuals begin to believe that their actions have no 
inti uence on the outcome of events, a state of learned 
helplessness, similar to depression, occurs (Hooker, 1976). 
In a study of environmental loss in an institution 
(Langer & Rodin, 1976), researchers divided nursing home 
residents into two groups. One group was told they had 
choices as to when they wanted to have movies and what 
mov I es they wou I d see. They were asked I t they w I shed to 
choose a pi ant and, if so, were tol d they waul d have to care 
for It. They were told this nursing home was their home and 
if they wanted changes in their rooms, they could make them 
or have them made. 
The second group was told this was their home, and 
that the aides would take care of them. They were handed a 
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plant and told the staff would water It. Movies were shown 
on Friday nights and everyone was expected to attend. 
The "choice" group was compared to the "controlled" 
group by staff observing their Interactions. The "choice" 
group socIalized more, contacted more neighbors, and 
ex pre sse d m 0 r ere sId en t I a I sat I sf a ct Ion. 
SlmTlarly demonstrating how small decIsions affect 
elderly Institutionalized residents, Richard Schulz (1976) 
had four groups vIsited by volunteers. The assumption was 
that having a vIsItor Is a pleasant event for aged residents 
In nursIng homes. Subjects In the first group chose when 
thel r vi sltors came and how long the vi sIt I asted. Those in 
the second group were tol d when the vIsit would be and how 
long It would last. The third group was visited randomly, 
and the fourth group was visited only to gather data. These 
were seemingly small decisions allowing one group predlct-
ab" Ity and control. 
The results indicate the first group rated signifI-
cantly healthier than the three control groups and had 
significantly less Increase In medication. The randomly 
vIsited group dId not have sIgnificantly higher scores than 
the no-treatment groups In Schulz's research. It was 
thought that the visits would be a pleasant experIence for 
all. The study concludes that the predlctabl.Ll.:t.¥ of visIts 
may have been of more benefIt. 
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Several studies have found that life satIsfactIon 
scales of elderly subjects correlate with Rotter's I-E 
scales. IndivIduals wIth hIgher life satIsfaction scores 
are hIgher internals on the I-E scales. Brandt (1979), 
Chang (1978), and Fawcett, Stoner and Zepel In (1980) 
correlated the scales on Institutionalized elderly. Kabat 
(1980) correlated life satisfaction scales and the I-E 
scales on what she termed "young old" and "old old" elderly. 
ZeIgler and Reid (1979), In two separate studies, 
found a direct relationship between self-concept and locus 
of control In both Institutionalized and nonlnstltutlon-
allzed elderly. 
I n one study, 77 res I dents of a nurs I ng home were 
given an Internal-external locus of control scale along with 
five indices of life satisfaction. The locus of control 
scale correlated significantly with a life satisfaction 
Index, a sel f-concept scale, a positIve/negative mood 
measure, and a subjective senescence scale. While there was 
no correlation on a tranquility scale, the researchers felt 
the hypothesis of correlation of perception of control to 
I I fe satl sfact Ion was demonstrated. 
In the other study (Zeigler et al., 1979), 88 
residents of six nursing homes and 65 elderly living Inde-
pendently were administered the locus of control scale and 
self-concept measures. Overall results were that Internal 
control over desIred outcomes was assocIated with more con-
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tentment and a higher self-rating on a happiness scale. 
There were little differences between Institutionalized and 
nonlnstltutlonallzed groups as a whole, but higher correl a-
tlons for Institutionalized males as In the first study. 
In another study It was dIscovered that trainIng 
el derly In assertiveness skill s raised Internal scores on 
the I-E scal es (Reakes, 1980), and It was al so found that 
Internal and external 
Influenced by positive 
locus of control scores can be 
orientation to the environment 
(Hunter, Linn, Harris & Pratt, 1980). 
Stephen Wolk (1976) found In a study with elderly 
subjects some relationship between living situation and 
Internal control scores. His thesis was that a given living 
situation might Influence some adjustment of a person's 
locus of control. 
He chose older adults with similar soclo-economlc 
standing from two retirement situations and administered a 
locus of control scale along with other measures. Subjects 
In the "low constraining" setting demonstrated higher 
Internal control than the subjects from the "high 
constraining" setting. 
In a paper by Nehrke and Relmanes (1978) when a group 
of Institutionalized male subjects were compared to a group 
of male subjects living In the communIty using Rotter's I-E 
scale, the Institutionalized males had significantly higher 
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Inter na I scores. Th I sled the authors to specu I ate that the 
InstItutIon provIded a secure, sheltered settIng wIth more 
personal control allowIng a sense of mastery and even satIs-
factIon wIth the InstItutIonal sItuatIon. 
WhIle assIsted-housIng projects are not InstItutions, 
older resIdents are likely to have faced losses of income 
and privacy In order to quality, and will face additional 
losses as they age. On the bas I s of past research, where 
seemingly small choices offered to InstitutIonalIzed elderly 
affected theIr perceptIons of Inner control, It seemed 
reasonable to examIne the Idea that management style would 
become a factor affectIng older tenant's perceptions of 
Internal control. 
The problems of assIsted housIng are many, wIth a past 
hIstory of operatIng defIcIts and a more recent hIstory of 
budget cuts (Pollkoff, 1978; Sadacca et al., 1976; Stegman, 
1980; Struyk, 1980). AI so, addItIonal evIdence suggests 
that assisted-housIng projects designed for elderly and 
handIcapped resIdents are developing vacancy problems In 
some areas of thIs country (Schenk, 1984, SImmons, 1984; 
Wolfe, 1984). 
Problems contrIbutIng to projects! budgetary troubles 
can be attrIbuted to many factors; however, the body ot 
research ! nd i cates that management sty I e I s a major cons I d-
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eratlon, and that management's attitude toward residents 
Influences how well a project functIons (Conrad, 1970; 
Fitzgerald, 1977; French, 1977; Onlbokun, 1974; Porco, 1980; 
Wei cher, 1980; Wollock, 1977), 
A serIes of studies at the Urban Institute of 
Washington, D.C., reported that an on-site, firm, fair, 
responsive management style impacts posItively both resident 
satisfaction and building cost performance (Isler, 1974; 
Sadacca et al., 1976; Struyk, 1980). 
While the same style holds true for assisted projects 
designed for el derly and handicapped tenants, the special 
needs of agIng adults requires the added factors of geronto-
logical training and service referral skills for management 
(Lawton, 1975). But the decIding factor In the design of 
management has been economic, and few managers have the 
recommended skills (Heumann et al., 1982; Huttmann, 1977; 
Lawton, 1975), 
With the management of assisted housing for seniors as 
the focus of this dissertation, an examination of locus of 
control and learned helplessness theories In relationship to 
management style was carried out. There Is some evidence to 
indicate that offering aging residents in institutional 
settings some smal I control over facets of their environment 
contributes to perceptions of internal control (Langer & 
Rodin, 1976; Schulz, 1976), 
CHAPTER IV 
THE STUDY 
Research find I ngs from the Urban I nst I tute management 
studies (Sadacca et al., 1976) and the University of 
"Ilnois' Housing Research and Development Program 
(Francescato et al., 1979; Weidman et al., 1980), were based 
on data gathered from assisted-housing projects already In 
operation. 
The objective of this dissertation was to model those 
management styles In a newly opened assisted-housing project 
for the elderly and handicapped. The studies cited were 
largely focused on multi-family proJects. Of the 120 PHA 
projects and 60 pr Ivate I y ow ned projects I n the Urban 
Institute research, 47% of the tenants were elderly. In the 
Housing Research and Development Program study, of the 37 
projects, 36 were multi-family and one was for elderly. 
rl h I I e pro j e c t s for sen lor sma y not h a vet hem a nag e men t 
problems of multi-family projects (Francescato et al., 1979; 
Sadacca, Loux & Carl son, 1978), there are probl ems: tenants 
become I ncreas I ng I y fra II, become conf used about money 
responsibilities, recertification, or apartment Inspection 
requirements. In addition there are drinking problems, 
mental problems, and chronic complaining. 
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In the Urban Institute's management guidelines for 
high performance projects, authority was based on-sIte and 
management was a source of service Information (Isler et 
al., 1974; Loux, & Sadacca, 1975, 1977; Sadacca et al., 
1976; Sadacca, Loux, & Carlson, 1978). 
In the literature on management of housing for elderly 
tenants, researchers recommend that managers have 
gerontology and serv Ice-referral tral nl ng (Heumann, et al., 
1982; Lawton, 1975; U.S. Department of Housing and Urban 
Development, 1979). 
This study sought to institute those guidelines In a 
newly opened assisted-housing project for elderly and handi-
capped: Building A, In the city center of Portland, Oregon. 
For comparison three assisted projects for elderly and 
handicapped tenants with management styles that differed 
from Building A were selected (see Table" for building 
descrl ptlons). 
The owners and developers of Building A agreed to this 
research plan early In the rehabilItatIon of the building. 
The orIginal plans Included a 2-bedroom, live-In manager's 
apartment. The owner changed some InterIor constructIon 
plans to a I low for a 1-bedroom ass I stant manager's apartment 
with a separate space for an on-site manager's office. 
Housing research IndIcates that "on-sIte," not "live-In," Is 
crucial to resident satisfactIon (Francescato et al., 1979). 
Bu II ding A 
Privately Dev. Sec. 8. 
Rehabilitation 
84 Units, 64 1-bdrm. 
20 studios, Indoor 
atrium w/skyl Ight. 
16 units have no 
windows to outside. 
Opened 11/4/85 
City center location. 
One block from super-
market. Half-block 
to bus. Four blocks 
to city center 
shopping, theatres, 
etc. One block from 
library. Two blocks 
to medical buildings, 
pharmacy. 
Entry system. Tenants 
speak to visitors, see 
them, buzz them In. 
TJlBLE II 
BUILDING DESCRIPTIONS 
Bu II ding B 
Privately Dev. Sec. 8 
Rehabl I Itatlon 
56 Units, 35 1-bdrm. 
21 studios. 
Opened 9/1/77 
City center location. 
Two blocks from super-
market. Half-block to 
bus. Three blocks to 
city center shopping, 
theatres, restaurants. 
Three blocks from 
medical buildings, 
pharmacy. 
Entry system. Tenants 
can speak to visitors, 
buzz them In. 





N.W. area adjacent to 
city center. Two 
blocks from super-
market. Smal I shopping 
area, restaurants 
around corner. Variety 
of secondhand stores, 
novelty stores. Half-
block to bus. 
Entry system. Tenants 
can speak to visitors, 
buzz them In. 
Building D 




N.E. residential area. 
Two-and-a-hal f blocks 
to two supermarkets. 
Three blocks to large 
shopp I ng center, 
nove I ty stores, 
restaurants, skating 
rink, doctor's office. 
Two blocks to bus 
stop. 
Entry system. Tenants 
can speak to visitors, 




Building A opened In November of 1981 with a full-
time, on-site manager and a live-In assistant responsible 
for bu II ding ma I ntenance. 
The manager's responsIbilities were~ 
1. Tenant selection, certificatIon and recertlflca-
tlon. 
2. Setting up social activities. 
3. The monthly newsletter. 
4. Seeing that maintenance and contract repairs were 
made. 
5. Contracting out necessary repairs and maintenance. 
6. Preparation of monthly government reports and 
correspondence. 
7. Preparation of monthly Income Journal. 
8. Collecting rents. 
9. Evictions. 
1 0 • Han d I I n g com p I a I n t s • 
11. Service referral. 
12. Seeing that regulations were adhered to. 
13. Hiring and supervising the assistant managers. 
Care was taken during the Interview process to clarify 
resident expectation of both tenants' and management's 
responsibilities (Porco, 1980). The project was Introduced 
as the new tenant's "home" (Onlbokun, 1974). Definite on-
site off Ice hours were set up and tenants knew whom to 
contact for requests or complaints. A tenant handbook was 
~" --
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given to new residents. Management was a source of service 
referral (Lawton, 1975). New residents confused as to how 
to get certification verification were given assistance. 
Recertifications were handled In the same manner, with help 
given to those tenants who found It difficult to obtain the 
Information necessary for federal requirements. 
The "live-In" assistant manager was responsible for 
general maintenance, minor repairs, and emergency calls 
after hours. There was a tenant-aide with an emergency call 
device In his unit to cover the project for emergencies when 
the assistant manager was out during an evening or over the 
weekend. 
In t~~~~~~~~i~l_M~n~~~m~ni (Isler et al., 1974), 
management authority for higher performing projects Is based 
"on-site." Ru I es are adhered to, and prob I em tenants 
evicted promptly. The manager knows tenants by name, and 
tenants know who to contact for assistance. Maintenance 
cal Is are responded to reasonably promptly. 
source of serv I ce I nformat Ion. 
t4a nageme nt I s a 
In Bu II ding A, the management sty I e ref I ected the 
research recommendations where: 
1. Authority for the project was based on-site. 
Maintenance was based on-site. 
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2. Management was a source of service Information. 
3. Management had a background of gerontological and 
servIce referral training and experience. 
Building B Is a privately developed Section 8 project 
located In the city center of Portland, one block from 
BuIlding A. Similarity of location was the reason for 
selecting Building B. The on-site managers are a couple 
whose responsibilities Include general maintenance. They 
are on-site approximately half-days, five days a week. 
Along with the maintenance, they select, certify and 
recertify tenants. The assistant manager Is a live-In resi-
dent responslbl e for answerl ng emergency call s when the 
managers are away from the building (Garver, 1984, 1985). 
B u I I din gel s a co n v en t ion a I I Y fun de d PH Apr 0 j e c t 
selected because of the proximity of date of opening to 
Building A--September of 1981. Building C Is located In 
Northwest Portland near the city center. 
Building D, owned and operated by the same PH A, Is a 
Section 8 funded project located In a residentIal area of 
Port I and near a large shopp I ng center. Management of C and 
D Is the same. AuthorIty for both projects Is centralIzed 
at the PHA central office. Tenant selectIon Is made at a 
central off I ceo Mal ntenance req uests are made to a mal n-
tenance department. Managers are service coordinators who 
are on-site only a few hours a week. Service coordinators 
do the certification and recertification of tenants and have 
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a caseload of approximately 380 tenants, encompassing three 
or more buildings and Section 8 certIfIcate holders. There 
Is a resident-aIde In each buildIng responsible for 
answering emergency calls after PHA offIces hours 
(Greenough, 1984; Jackson, 1984, 1985; Otness, 1983, 1984). 
DIfferences In management style between the four 
buildings were determIned by job descrIptions, IntervIews 
wIth managers, and questIonnaIres given to managers (Garver, 
1983, 1984; Jackson, 1984, 1985; Otness, 1983, 1984>-
The admInIstrator of BuIldIng A, on five separate 
occasIons, maIntained a dally iog rn an attempt to Identify 
the nature and frequency of behavror of management to 
tenants. The managers of B, C, and D al so repeatedly were 
requested to keep logs. However, the constraints of their 
jobs did not permit them the opportunIty to maIntain darly 
logs. See Table III for management differences. 
ties. 
Major differences In management style Include: 
1. Project-based responslbil rty for tenant selection. 
2. Project-based authority for bullding responslblll-
3. Project-based maintenance responslbl I rtres. 
4. Management rnvolvement In socral actlvltres. 
5. Management as a source of service-referral. 
6. Management training. 
Bull ding II 
~neger • Admlnlstreter 
Office Hours: 8 hrs. 
e dey, some evenings 
for soclel events, 




ell new tenants. 
No mel ntllnence 
required. (Does quick 
repel rs. I. e., stuck 
gerbage dlsposels, 
light bul bs). 
contrl!C"ts out pelntlng, 
luge repelrs. 
Col I ects and benks 
rents. 
Evicts, writes eviction 
letter. 
Source of ser.II ce 
referrel el most 
de !ly. Tell 5 tenent 
who to call cr makes 
cell fer tenen1". 
Attends soclel events. 
Potluck once" month. 
Coffee hours once" 
week. 
Considers bulk of 




Assl stant ~nager R 
J.ss I stant Manager 
Duties: Sal"rled, 
responsl bl e for 
gener~1 m~lnTenance. 
Lives o"""slte, covers 
emergenc I es. 
Resident-aide: Tenant 
who receives rent for 
covering fer """"90'" 
cles when ~na9Or and 
Ass I st"nt ~nager ar .. 
not on site. 
TlilLE III 
INDEPENDENT VARIABLE: MANIGEMENT STYLES 
Bu II ding B 
~neger • ~nager 
(Coupl el 
Office Hours: 8 a.m. 
to 12 p.m. weekdays. 
Wife on site "pproxl-
metely 12 hours" week. 
Husband on site "pprox-




all new 1"enants. 
Gonerel maintenance, 
cle"n-up required. 
Ma I ntenance crew frem 
central off Ice for 
I"rge Jobs, painting. 
etc. 
Collects and banks 
rents. 
Ev Icts, form,,1 ev Ictlon 
notl ee frem contr "I 
office. 
Sel dan does servl ce 
referr"I, approximately 
four times e year. 
"Would cal I Loaves & 
Fishes" (to locate 
Meels on Wheels service 
for Incapecltated 
tenent) • 
Attends two times: et 
Chr Istmes lind 
Hel loween dinners. 
Considers bulk of 
duties "s Interviewing 
prospective tenants, 
me I ntenance. 
Asslst"nt ~~nager • 
Tenent AsslstenT Menager 
Duties: Receives 
pertlel rent. Covers 
emergency cel Is when 
manegers not on site. 
Bu II ding C 
Manager· Service Coor-
d I n"tor 
No specific office hours. 




Does not se I act or Inter-
v I ew new tenants. (Oon .. 
by centr .. 1 office S1" .. ff.l 
No maintenance required. 
All malnten .. nce frem 
central off Ice. Servl co 
coordln .. tor, resident-
aide, or ten .. nts may 
m"ke m .. I nTen .. nce req uest. 
No rent collection. 
Tenents mell to bank. 
Evicts, formal eviction 
notl ce fran central 
office. 
Refers tour or five times 
a month. Tells tenants 
who to call. 
Doesn't "ttend socl,,1 
events. 
Considers bulk of 
duties "s "Probably Just 
recertification." 
Assl stant ~nager • 
Resl dent-al de 
Duties: Receives 
Sl50/month to cover 
emergency cal'l softer 
PHA office hours. 
(Actual ~ounT Is 
less; Incane Is 
Increased, so rent Is 
Increased .l 
Building 0 
Mi!lnager • Servl ce Coor-
dl nator 
No specific office hours. 




Does not sel ect or I nter-
view new teMnts. (Oone 
by central oft Ice steff.l 
No me I ntenance requ I red. 
Meln'ten~nce from cenTrel 
office. S~e ~s Building 
c. 
No rent collection. 
Tenents mall To b~nk. 
Evicts, formal eviction 
notice frern central 
office. 
No servl ce referral. 
Doesn't attend social 
events. 
Considers bulk of 
dUTies ~s renT rec .... tl-
f lcatlon, ev Ictlons. 
Asslst~nt Manager· 
Resl oent-~I de 
Duties: Receives 
S150/month to cover 
emergency c..11 s after 
PHA office hours. 
(Actual ~unT Is 
less; I ncerna Is 
Increased. so rent 
I s Incre~5ed.l 
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7. Management contacts with tenants by administrative 
attendance at weekly coffee hours, monthly potlucks, holiday 
parties, and distribution of a monthly newsletter. 
This study sought to Identify differences In building 
performance between Building A and Buildings B, C, and D. 
It was hypothesized that: 
1. Tenants from Building A would have higher Internal 
scores than tenants from Bu II dings B, C, and 0 on the 
Nowicki-Strickland Internal-External Control Scale (ANS-IE). 
2. Tenants' satisfaction with building management 
would be higher for Building A when compared to Buildings B, 
C, and D on the Occupant Satisfaction and Perception Survey 
(OSAPS) from the University of I I I Inols' Housing Research 
and Development Program. 
3. Tenants from Building A would participate In 
volunteer activities at a higher rate than tenants from B, 
C, and 0 as measured on the OSAPS. 
4. Bulldlnf) A would have a lower tenant turnover rate 
than Buildings B, C and D. Data would be taken from project 
records. 
5. Building A would be more cost efficient per unit 
than Buildings B, C, and 0 using data gathered from 
operatl ng costs. 
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With this present study it was thought that by 
offerIng older residents In assisted housIng seemingly smal I 
factors of predictability by Informing them of management 
responsibilities, responding to maintenance requests 
efficiently, seeing that regulations were fairly well 
adhered to, and having management as a source of service 
referral, a slightly higher measure of Internal control 
perception would be significant for the residents of 
Building A. 
The Urban Institute management studies find some rela-
tlonshlp of higher resident satisfaction In those assisted 
housing proJects where there are on-site, firm, fair, and 
responsive management practices (Isler et aL, 1974; Loux et 
al., 1975; Sadacca et al., 1976). 
Similarly, the University of Illinois' Housing 
Research and Development Program finds that: 
Management aspects are strong predictors of resident 
satisfaction, where tenants perceive management as 
respectful, friendly, cooperative, policies and 
rules were appropriate and fairly and equally 
enforced, repairs were made promptly and maintenance 




The Urban I nstltute management studies found a rei a-
tlonshlp between tenant activity to higher performing 
projects. Where "tenants vol unteer in and around a 
building, are active In building activities. [they are] 
less likely to want to participate In management" (Isler et 
al., 1974), 
It seemed a natural outgrowth of this present study to 
attempt to measure tenant activity. Tenant volunteerlsm In 
an assisted-housing project for older adults could prove to 
be valuable for frail residents If the other tenants helped 
them out. With a greater frail tenant population 
(Bernstein, 1982a, 1982b), vol unteerlsm by the more able 
bodied should be a positive factor. 
£~L~~-Ili±b Hypothe~~-I~n± 
I.uL.fi.Q.Y~L-..an d C 0 s±-.E~L-.u.nl.t 
Tenant turnover rates and cost per un It were two 
factors used In the Urban Institute research to measure 
building performance (Isler et al., 1974; Loux et al., 1977, 
1980; Sadacca & Loux, 1978; Sadacca, Loux & Carl son, 1978). 
The most vital factor in building performance is costs. The 
body of research demonstrates higher resident satisfaction 
in higher performing buildings with firm, fair, responsive 
management, but resident satisfaction Is not the variable to 
Influence instituting that management style. 
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T" dypotheses of cost per unit and tenant turnover 
sought to demonstrate that management with authority at the 
project level costs less. Cost Is a factor which owners and 
operators are sensitive to In hiring and training profes-
sional managers. If the professional manager's duties 
correspond with the needs of the projects, the resulting 
benefits should produce a "well-maintaIned and financially 
sound" project. 
Dependent Varl~~ 
The dependent variables are: 
1. Tenant Internal control scores from the Adult 
NowIcki-Strickland 
(Nowicki & Duke, 
Internal-External Control Scale (ANS-IE) 
1973). The ANS-IE was chosen for this 
study because It Is considered more readable than Rotter's 
I-E Scale (Nowicki et al., 1973). 
2. Tenant satisfaction with building management as 
measured by questions taken from the Occupant Satisfaction & 
Perception Survey (OSAPS) (Anderson & Weidmann, 1979), The 
OSAPS was used with this study because of demonstrated 
reliability measures made of the scales (Anderson & 
Weidmann, 1979), No rei labl! Ity measures were made on 
questionnaires used during the Urban Institute studies 
(Sadacca, 1981). 
3. Tenant participation In building activities, also 
measured by questions from OSAPS. 
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4. Tenant turnover rates taken from vacancy records 
of the three management organizations responsible for the 
four buildIngs. 
5. Operatl ng costs per unit for one year, al so from 
project records. 
':':""'" .... -. 
CHAPTER V 
METHODS 
Building A opened In November of 1981 with a full-
time, on-site manager and a live-In assistant manager 
responsible for bui Idlng maintenance. 
The research designer for this study served as the 
project manager of Building A. Conscious effort was made to 
adhere to management characteristics cited earlier. 
1. Tenants were introduced to the project as their 
home. 
2. Tenants were treated courteously. 
3. Every effort was made to clarify the certification 
process and rule expectations. 
4. Tenants were kept Informed of management duties 
and responsibilities. 
5. Maintenance requests were responded to as soon as 
feasible with an explanation given for any delays. 
6. Communication In the form of newsletters or 
announcements was designed to explain announcements and 
regulations without being authoritarian. 
7. Management I earned the names of all tenants and 
greeted them accordingly. 
8. Management provided service referral as needed. 
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Three assisted-housing projects for elderly and 
handicapped residents were selected to compare building 
performance (see Tabl e II In Chapter IV). 
Major differences In management style Included the 
more frequent contact of Building A's management wIth 
tenants, the project-based responsIbilIty for tenant selec-
tion and maintenance, and management Involvement with social 
activities and service referral (see Table I I I In Chapter 
I V) • 
Thirteen months after the opening of Building A, a 
questionnaire was mailed to all units In the four buildings. 
The questionnaire contained scales taken from the Occupant 
Satisfaction and Perception Survey (Anderson et al., 1979) 
and the Nowicki-Strickland Internal-External Control Scale 
f or A d u Its (N 0 w I c k I & D u k e, 1 97 3 ) • 
.Q.c~J.LR.a n t S a.tl.!i.f.a~.:tJ..o.ILaruL~..c~.0J..QL.s.u..c.Y.e..'t 
The University of illinois' Department of Housing 
Research and Development Program received funding from HUD 
during the late 1970s to research measures of residential 
satisfaction with the Intent of finding ways to Improve 
housing satisfaction. 
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The Occupant Satisfaction and Perception Survey 
(OSAPS) was developed through research on previously used 
Instruments, dIscussions wIth residents and management per-
sonnel from subsidized projects and dIscussions with 
researchers from the Urban InstItute's management studIes. 
Three preliminary versions of OSAPS were developed by 
the H 0 u sin g Res ear c h Pro g ram at the Un I v e r s I ty 0 f I I I I no Is, 
and the fInal version was tested for clarIty wIth resIdents 
In a housing complex not Included In the fInal research 
study. Comments were sought so questIons would be clear to 
all tenants (Anderson et al., 1979). 
Test-retest data was gathered from 27 respondents wIth 
the satIsfactIon Index from the first test correlatIng wIth 
the satIsfaction Index In the retest wIth 1: = .87. 
The OSAPS was then gIven to another 32 residents three 
tImes at one-week Intervals. Week two correlated wIth week 
one at.r. = .849, week three with week one at 1: = .835, and 
week two with week three at .r. = .947 (Anderson et al., 
1979) • 
Because OSAPS measures so many components not neces-
sary for thIs study, only those questions relevant to tenant 
satisfaction In an elderly project were used In this 
research. Examples of components omitted Include: 
(a) future expectations (w II I have a better Job someday), 
(b) organizational structure (babysitting pool present), 
(c) recreation (suitable recreation for toddlers), 
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(d) refuse concern (not much trash around garbage cans), and 
(e) parking (satisfied with parking). The very size of 
OSAPS would have been unwleldly, especially since the resi-
dent satisfaction survey was coupled with a locus of control 
scale. 
The components used were: 
1 • Management (Questions 6, 8, 9, 1 0, 1 8, 19,20,21, 
22 and 23) 
2 • Safety (Questions 5 and 26 ) 
3. Volunteerlsm (Questions 12, 13, 14, 15 and 1 6 ) 
4 • Satisfaction (Questions 1 , 2, 7 , 1 1 , 1 7 , 24 and 
25) 
(See Appendix C for a copy of the questionnaire.) 
The questions were five-point scale Items, e.g., "How 
safe are you from accidents In this building due to such 
things as abandoned Junk, broken glass, poor maintenance? 
1. Very Safe; 2. Safe; 3. Neither Safe Nor Unsafe; 
4. Unsafe; 5. Very Unsafe • 
.N.Q.U.ckl'="sir:l.ckl..aruLl.n±~.r..n.tl~±su:.n.al 
~~.nfL~~~l~~L~~~s 
The second half of the mailed questionnaire was the 
Nowicki-Strickland Internal-External Control Scale (ANS-IE) 
(Nowicki, 1974), The ANS-IE was developed because of criti-
cism of Rotter's original Internal-External Scale on the 
grounds that Rotter's scale had a high relationship with 
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social desirability and was difficult to read (Nowicki et 
al., 1973). The ANS-IE was administered along with the 
Marlow-Crowne Social Desirability Scale to two samples of 
coil ege students (n = 48 and .n = 68). The ANS-IE scores 
were found not to be related to scores from the social 
desirability measures (.c. = .10 and.c. = .06). The ANSI-IE 
was Intended to be written so children could understand It, 
while at the same time being appropriate for adults. The 
authors felt that the difficult reading level of Rotter's 
I-E Scale was not appropriate for noncollege populations and 
was not appropriate for a large segment of the adult popula-
tion. 
Bee au s e 0 f the em p I ric a I sup po rtf 0 r Rot t e r 's I - E 
Scale, the ANS-IE was administered along with the I-E Scale 
to two college and one community adult samples In an attempt 
to establish valldllty by showing the two scales to be 
significantly related. The correlations between the two 
measures were significant with 1: = .68 and 1: = .48, sup-
portl ng the theory that the I-E Seal e and ANS-IE assess the 
same constructs. 
The ANS-IE was Included along with the questions from 
OSAPS that were malied to all apartment numbers In Buildings 
A, B, C, and D (see Appendix C). 
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Since 1984, HUD regulatlons--Income limits, Income 
definitions, certifications and recertlflcatlons--for al I 
programs, whether PHAs or private developers, are the same. 
Newly constructed or rehabilitated projects for elderly and 
handicapped are Intended for: 
1. Two-person households headed by an elderly person. 
2. Single persons who are elderly. 
3. Single persons who are handicapped or disabled. 
Elderly Is defined as "anyone 62 years of age or 
01 der." To qualify as hand Icapped: 
A person must have an Impairment which Is expected 
to be of long continued and Indefinite duration, 
substantially Impedes his/her ab Illty to live 
Independently, and Is of such a nature that such 
ability could be Improved by more suitable housing 
conditions" (National Housing Law Project, 1982). 
Income limits are: 
1. Very low - $6,550 (single) and $7,550 (couple) 
2. Lower - $12,000 (single) and $17,000 (couple) 
The "lower" Income range was set by HUD to attract 
middle Income residents to offset federal rent subsidies In 
Section 8 projects. Regulations require that such projects 
house at I east 30% of the un Its to very low I ncome res 1-
dents. In the four research bUildings In this study, nearly 
all of the tenants fall Into the very low Income range. 
Samples taken from PHA and Section 8 New Constructlon/ 
Rehabilitation programs In 1979 Indicate the bulk of tenants 
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In those projects have their major source of Income from 
Social Security (SS) or Supplemental Security Income (SSI), 
with the greatest percentage of the tenants to be el der I y 
(Soldo & Brotman, 1981; Warner, 1983; Zals et al., 1982). 
Income for subsidized tenants Includes all sources of 
Income: SS, SSI, private pensions, veterans pensions, 
I nterest, money received from properties, stock and bonds, 
wei fare, alimony, etc. 
Tenants pay 30% of their total adjusted Income. 
Income Is adjusted for out-of-pocket medical expenses over 
and above 3% of thel r I ncome. Costs I ncl uded I n the 
adjustment I ncl ude prescrl ptlons, gl asses, payments to 
medical doctors over and above Medicare and Insurance 
coverage, payments to dentists, and payments for medical 
Insurance. 
In those projects where tenants pay theIr own utJl 1-
ties, rent Is adjusted so that the combined rent and utilIty 
costs stay wIth I n the 30% of I ncome range for the year. 
For example, In BuildIng A, tenants receive a utility 
deductIon of $25.00 for a one-bedroom unIt. A tenant In a 
one-bedroom wIth an 1 ncome of $400.00 per month wou I d pay 
$95.00 per month rent and hIs own utJl Ity bill (30% of $400, 
less $25.00). In BuildIng B, where utIlitIes are Included 
In the rent, the same tenant would pay $120 per month rent 
and no other utll Ity bll I s (Oregon State HousIng DIvIsIon, 
1 984 ) • 
="'- .• -
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In December of 1982, the questionnaire was mailed to 
all 320 units In the four buildings. A cover letter 
expl al ned the project as a research study of management of 
assisted housing, and It guaranteed confidentiality (see 
Append Ix B)' A doll ar bill and a sel f-addressed, stamped 
return envelope also were Included. A token of payment In a 
mailed questionnaire usually generates a larger response 
percentage (DIllman, 1978). 
The return envelopes were coded with the unit number 
and building code to allow for follow-up mailings. The code 
for Bull ding A was changed to E on the return envelopes. A 
second mailing with a cover letter and stamped, self-
addressed return envelope was mailed to non-respondents 
approximately two months after the Initial mailing. A third 
mailing was sent to non-respondents approximately two months 
after the second (see Appendices C and D for cover letters). 
Between the second and th i rd rna II I ngs, a I arge poster was 
posted In each building giving a time when someone would be 
In the community room to talk to anyone who wished to 
discuss the questionnaire. The chairman of the dissertation 
committee for this research met with the tenants at the 
prescr I bed times. 
At the outset of this study, there was some concern by 
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the Human Subjects Committee at Portland State University 
about the vul nerability of subjects. The researcher managed 
Building A and knew the managers of Buildings B, C, and D. 
After the Initial mailing to all unit numbers In the 
four projects, the researcher dId not assist wIth any sub-
sequent maIling to avoid knowIng which tenants had returned 
questIonnaIres. All returned questionnaIres were sent to 
the Urban Affairs Department at PSU In care of the Chairman 
of the dIssertatIon commIttee for this research. 
QuestIonnaires were gIven to an outsIde research 
consultant to code and program for analysis. 
Rate of QuestIonnaire Return 
Over the four mailings, 237 questIonnaires were 
retur ne d. 
One respondent put the dollar In the return envelope, 
scratched out the unIt number and sent It back. Another 
tore the bottom off the cover letter and sent back an 
analysIs of the sIgnature. Refusals were accompanIed wIth 
notes explaInIng why <e.g., poor English, plans of moving, 
dIslike of the questionnaire). 
Q.Jl~tl.QlJ..n.a Ire A.n.al~.s.l...s. 
An outsIde researcher coded the returned questIon-
naIres and key-punched the computer cards. The codIng and 
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keypunchIng were double checked by the consultant, who had 
desIgned the program for the SPSS UniversIty of Kansas 
Honeywell conversion on Portland State University's 
Honeywell 60-10. 
Analysis of varIance was used with the management, 
vol unteerlsm, and locus scales from the questionnaire 
returns. AnalysIs of variance Is designed for use with both 
experImental and nonexperlemental data gathered for more 
than two groups (Kerllnger, 1973; Thorndike, 1982), 
Both the Scheffe and the Student-Newman-Keul s proce-
dures were used on the SPSS package to test for sIgnificance 
at the .05 I evel. The Scheffe and the Student-Newman-Keul s 
procedures are approprIate for multiple comparisons. The 
Scheffe procedure makes use of E tables, while the Student-
Newman-Keuls uses student range tables. Both tests are 
considered stringent for the methods they use (Bruning & 
KIntz, 1972). 
Analysis of the Locus of Control Scale for this study 
Included those respondents who answered 32 of the 37-ltem 
scale, and on the 10-ltem management scale, respondents who 
answered at I east 9 of the Items were I ncl uded. On the 
volunteerlsm scale, those respondents who answered all fIve 
Items on the scale were Included In the analysis. Questions 
left unanswered on any seal e were coded with a 9 (see 
Rei a t I ve F r eq u e n c I e s, A P pen d I x F ) • 
CHAPTER V I 
RESUL TS 
The SPSS analysis of variance program used with this 
study on the ANS-IE's two-point response scale Indicated no 
significant differences between groups at the .05 level with 
Student-Newman-Keul s procedure and the Scheffe procedure 
(see Table IV). 
TABLE IV 
ANALYSIS OF VARIANCE OF RESPONDENTS WHO COMPLETED 32 
OF THE 37 QUESTIONS ON THE TWO-POINT ANS-IE SCALE 
Source 































1 .71 5 
1 .698 
E Ratio E Prob. 





o . 137 
0.132 
The reliability for the entIre scale Is coefficIent 
alpha == 0.68. Rellabll ity on the Internal control questIons 
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Is coefficient alpha = 0.37, and for the external control 
questions, coefficient alpha = 0.74. 
~tlsfacti~lth Ma~manI 
Analysis of variance on the ten-question, five-point 
satisfaction with management scale, using the Student-
Newman-Keul s and the Scheffe procedures Indicates that 
satisfaction with management In Buildings A, B, and D Is not 
s I g n I f i can t I Y d Iff ere n t fro mea c h ot her, but t hat B u I I din g 
C's satisfaction Is significantly lower from the three other 
buildIngs at the .05 level (see Table V). 
TABLE V 
ANALYSIS OF VARIANCE OF RESPONDENTS WHO COMPLETED AT 
LEAST NINE OF THE TEN-QUESTION MANAGEMENT SCALE 
So ur ce 











































Using the SPSS correlation matrix list-wise deletion 
procedure, the standardized Item coefficient alpha for 
rei lab II ity on the management seal e Is .884. The Kuder-
Rlchardson-21, calculated by hand, Indicates a coefficient 
alpha of .824 (Bruning & Kintz, 1972). 
Y...olunte~.r:J..s..m 
Both the Student-Newman-Keu I s and the Scheffe 
procedures on the SPSS analysis of variance programs 
Indicate no significant difference between Buildings at the 
0.05 level (see Table VI). 
TABL E V I 
ANALYSIS OF VARIANCE USING RESPONDENTS WHO COMPLETED ALL 
ITEMS ON THE FIVE-SCALE, FIVE-POINT VOLUNTEER ISM SCALE 
Source 
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Comparable turnover data from project to project was 
unavailable. Record keeping varies, and locatIng precIse 
Information was not possible. The only comparable data was 
occupancy data on the 31st of March, 1984. The last day 
thIs researcher was admInIstrator of BuIldIng A, occupancy 
was as follows: 
1. Bu I I dIng A - No vaca nc I es (Oregon State Occupancy 
request) 
2. Building B - No vacancIes (Rent collection 
statement from management firm) 
3. Bull ding C - Two vacancies (R. Otness, 1984) 
4. BuIldIng D - Two vacancies (J. Greenough, 1984) 
.c.Q.S.:L.E.e.r.-.1l.nli 
The operatIng budgets from the PHA were by year, and 
the fiscal year ends March 31. The budget used was for 
March of 1984. 
The privately developed projects had operating budgets 
available by the month, so those months comparable to the 
PHA's were used to compare costs per unit from Aprl I 1, 
1983 , to Mar c h 31, 1 984 • 
The probl ems encountered with three very dIfferent 
operating budgets were a factor In the decIsion to use 
operatIng maIntenance costs only. 
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Costs omitted were: 
1. Administration expenses, e.g., office salaries, 
office supplies, management fees, telephone advertising, 
license, postage, tenant activities, legal fees, auditing 
and accountl ng fees. 
2. Operating expense, e.g., electricity, gas, sewer, 
and water. 
3. Debt service. 
4. Taxes and Insurance. 
5. Non-recurring repairs. 
These costs were omItted because of agency differences 
In recordIng budgets. The PHA In this study allocates some 
adm I nl strati on costs over al projects under thel r 
jurisdiction. The PHA's maIntenance department, however, 
charges Its work orders by project, allow I ng for a 
reasonable breakdown of maIntenance cost per project. 
Costs Included In the cost per unIt were: 
1. Mal ntenance payroll. 
2. Repair materials/supplies. 
3. Maintenance equIpment. 
4. Contr act labor. 
5. Elevator contract. 
6. Alarm monitor. 
7. Pest control. 
8. DecoratIng contract (on-goIng). 
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Total yearly maintenance cost per unit from April 1, 
1983, through March 31,1984, Is represented In Table VII 
where cost represents the sum of total yearly maintenance 
cost dIvided by twelve then dIvided by the number of units. 
Calculating cost per unIt for the 12-month period 
between BuIldIng A and BuildIng B using the Mann-Whitney ~ 
Test for differences between Independent samples (BrunIng et 
al., 1972) IndIcates a significant difference between the 
two at the .02 level. The Independent samples used In the 
Mann-Whitney ~ Test were operating maintenance costs, 
divided by the number of units, for each month from April 1, 
1983 to March 31, 1984. 
With the significant differences between per-unit 
maintenance costs between Buildings A and B, It Is safe to 
assume Bul I dIng A's maintenance costs to be significantly 
dIfferent from C and D, al so. 
TABL E V I I 
TOTAL YEARLY MAINTENANCE COST PER UNIT PER MONTH 











.Q~..s s Ion oi--.R.e..s.u1is. 
.El.J:..s.:I: Hy poih.e sis; I n te r n a1 
Y~rsus ~rn~1 ConI~~ 
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There I s no support In th I s study for the first 
hypothesis that respondents from Building A would have 
significantly higher perceptions of Internal control when 
compared with respondents from Bu II dings B, C, and D. 
The use of the locus of control scale In this study 
presented probl ems for the respondents, Indicated by the 
comments written In the margins of the returned 
questionnaire. Also the SPSS correlation matrix revealed 
man y neg a t I ve co r rei a t Ion s, an 0 the r I n d I cat Ion 0 f pro b I ems 
with the scale. 
This hypothesis might have been better served If con-
sidered on Its own merit with the locus of control scale 
administered by Interviewers. 
~~ Hypoih.e..si..s: Satisfaction 
1Ll1b Ma n.a.g~.IIlMI 
There Is also no support for the second hypothesis 
that respondents from Building A would perceive a 
significantly higher perception of satisfaction with 
management when compared to respondents from the three other 
buildings. 
Th Is resu It was unexpected I n I I ght of the concen-
trated effort to provide responsive management In Building 
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A. The questionnaire results did Indicate some significant 
differences that required further investigatIon. 
There were sIgnificant differences In length of 
residency between buildings, explainable by the different 
amounts of time each buildIng had been opened. There was 
also a significant difference In the higher education level 
of respondents from Building A, when compared to those In 
the other th ree bu I I dings. 
An analysis of covariance with length of resIdency 
time and educatIonal dIfferences was made. The E tables did 
not Indicate that those dIfferences signIficantly Impacted 
on questionnaire results (see Appendix G for covarIance 
analysIs). 
I.hl.J:.Ll:l¥.P.Q.lll.~..s. Is: V.QJ.u..ni~.J:.l..s.m 
AnalysIs of the questionnaires from the four buildIngs 
Indicated no support for the hypothesIs that vol unteerlsm 
would be hIgher in BuildIng A. 
DurIng thIs research proJect, some confusIon emerged 
over the definition of volunteerlsm as used In the 
questIonnaire. The hypothesis on volunteerlsm was Included 
In thIs study because of earlIer cIted research Indicating 
that wIth a firm, faIr, responsIve management style In 
assIsted housIng, there was a higher level of volunteerlsm 
In maIntaInIng the project, a measure this study was 
attemptIng to examine. 
76 
The questionnaire, however, examined volunteerlsm as 
hel pi ng others--tenants assl stl ng tenants, e.g. 
I assist In helping with my neighbors, (errands, 
cook lng, escortl ng, etc.) 
Some of the residents assist me when I require some 
he I p. 
spend some time vol unteerl ng In recreation 
programs In this building. 
The personal observation of this researcher suggests a 
high level of volunteerlsm among tenants In elderly housing 
overall. It has been reported by others that In an estl-
mated proportion of In-home care for seniors In this 
country, 80% comes from Informal support systems (Weeden, 
1985), Some of that Informal support Is highly visible In 
assisted-housing projects for elderly. Whether management 
style Influences that volunteerlsm was not answered with 
th I s study. 
Comparable data for verifying tenant turnover was 
unavailable. Private owners and operators do not compute 
turnover percentages, nor does their funding agency, the 
State Housing Division. 
The public housing projects also do not keep 
percentages, and data would have to have been gathered by 
han d fro mba c k r e co r d s. I nformatl on from the I oca I HUD area 
office shows an Increase In Building CIS turnover, with a 




BuildIng D was not Included In that comparison 
Tenant records for March 31, 1984, Indicate zero 
vacancIes on that day for Bull dIngs A and B. Data provIded 
by s e r v Ice CO 0 r din a tor s s how two va can c I e son t hat day for 
both C and D (Greenough, 1984; Otness, 1984). 
Some argument for partial support of thIs hypothesis 
mIght be garnered from the comparIson of operating maInte-
nance costs In the analysIs of the fIfth hypothesis. Tenant 
turnover Is a factor that affects operating maIntenance 
costs, and those costs were sIgnificantly lower for 
BuildIng A. 
Fifth Hypoi~Is: Co~±-E~~n~i 
The fIfth hypothesis Is supported when usIng operatlng 
maintenance fIgures for the four projects. The cost dIffer-
ences between the private proJects, A and B, and the publIc 
projects, C and D, Is I arge In terms of monthly cost per 
unit. An IntervenIng varIable Included In that dIfference 
Is union labor which causes the PHA projects to sustain 
higher maintenance costs. When the role of union labor was 
examined In the Urban Institute studies It was found that 
those PHAs with higher percentages of unIon employees 
tended to have higher maintenance and operating costs, but 
conversely, had lower response time to maintenance requests 
(Sadacca et a I., 1976). 
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There Is evidence that some PHAs nationally have 
reduced I abor costs by contract I ng out rna I ntenance of 
assisted projects or monitoring It closely. One PHA In 
Lorain, Ohio, offered their union employees the contracts 
resulting In continued employment for those employees plus 
labor and cost efficiencies for the PHA (Ashley, 1983). 
So even with the union labor costs of Buildings C and 
D, the statistical differences In operating maintenance 
costs between Buildings A and B Indicates support for the 
fifth hypothesis that Building A's monthly cost-per-unlt 
would be lower than the three other buildings Included In 
th I s st u dy. 
CHAPTER V I I 
CONCLUSIONS AND POLICY RECOMMENDATIONS 
On the basIs of previous studIes, It was antlclpied 
that the five hypotheses tested In thIs present study would 
be supported. But the data provided support for only one of 
the hypotheses. Why dId thIs occur? A number of consIdera-
tIons seem relevant. One of the hypotheses could not be 
tested because vacancy records were not avaIlable. The 
measures of tenant satisfactIon wIth management nay not have 
been approprIate for use wIth elderly tenants sInce they 
were developed on and used wIth an entIrely dIfferent 
popul atlon, fam Illes wIth ch II dren. The questIonnaire may 
have been too lengthy and the dIfferent scales appeared to 
confuse many of the elderly. Thus It would appear that 
these hypotheses were not gIven a good test--further studies 
are needed. Nevertheless, based on the review of the 
lIterature, I nterv iews wIth the other bu 11 dl ng managers, and 
personal experIences and observatIons It Is possIble to draw 




The adminIstrator of BuildIng A had traIning In 
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gerontology classes, had worked In a social servIce program 
for seniors, and had practicums In a mental hospItal. Those 
experIences were helpful when tenants talked about theIr 
"voIces." The traIning helped keep elderly resIdents calm 
when another tenant was disruptIve. TrainIng provIded the 
abilIty for the manager to recognIze the problem when 
mentally handIcapped tenants were off theIr medIcatIons. 
ThIs traInIng knowledge saved dollars by preventing 
vandalIsm In a trashed unIt by an upset tenant. Geronto-
logIcal traInIng allowed the adminIstrator to recognIze 
changes In 01 der res I dents' behav I or and to I ntervene before 
minor problems became serIous. The traInIng provIded an 
understandIng of the older residents' need for conversatIon 
and when that need was merely socIal or of vital Importance 
In preventIng a serIous sItuation. 
2. M~n~~~rs~1-~~~QL-HQ~sin~~hQu~~ 
H~~~~~~~~=B~~rr~~_~ll~s 
Referral skIlls helped locate avaIlable housekeepIng 
servIces for Building A when tenants needed help maintaInIng 
un Its. ServIce-referral skills, by knowIng who to contact 
and how, saved time In locating approprIate services. BeIng 
cogn I z ant of tena nt S' amount and sources of Income, fr I ends, 
family members, and other networks, al so facilitated the 
IdentificatIon and linkage of approprIate services with 
tenants. 
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Service referral obtained the hel p required to keep 
tenants In their apartments longer, helped them keep their 
units In shape, and created a more comfortable and hospIt-
able living environment for everyone. 
~ __ ~n~~L~_~b~M~-Kn~~_~~j~~lat~-EL~~~L~ 
j~..anL.c.runmMnl.c.a.:t e W I tlL.Ib..e.1L.Ql.d.tl-l..e.n.a.nj~ 
Utilization of the administrator's trainIng In human 
relations kept complaints at a minimum In BuIldIng A through 
careful explanatIons of the reasonIng behInd regulatIons, 
all apartment Inspections, and other complex requIrements 
for certIfIcatIon. 
The administrator maintained friendly relations wIth 
the four tenants who had been evicted over the course of two 
and a half years from BuildIng A. 
Thl s, perhaps, proved to be cost eff iclent as one of 
these tenants was subsequently evicted from another building 
and returned to set a fire there. Knowing how to evict the 




The administrator kept regular working hours, fIve 
days a week. If emergencIes arose during the workIng day, 
they were hand I ed at once. If emergenc i es arose dur I ng the 
manager's off hours, the live-I n assl stant had the authcrl ty 
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to handle all maintenance problems. If people problems were 
beyond his capability, he called the manager in. 
Being on-site facilitated the solution to maintenance 
emergencies, prevented more serious maintenance problems, 
and enabled tenants to go to someone on a regul ar basis to 
solve problems. 
The recommendations from the above were based less on 
evidence from the statistical data collected and analyzed In 
the study and more on the observations and partial data 
collected from Interviews wIth other managers. 
The observatIons of all the managers Indicated that 
turnover Information Is crItIcal to the success of a 
project. Less turnover means greater tenant satIsfactIon 
and contributes to the cost-effectIveness In each buIlding. 
The study, however, was unable to collect turnover data 
whIch weakened the analysis of the hypotheses. 
Also, the focus of the study was too wide. While 
questions of locus of control and management style are 
valid, coupling these two theories In one questIonnaire 
weakened the research. The theorIes would have been better 
served had they been developed separately. 
The double questionnaIre was long, and changed In both 
style and mode In Its format, creating confusion on the 
Issues for some older respondents. This confusion was 
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evIdent from statements written on the Instrument and also 
by conflictIng responses to questions which measured sImIlar 
components but were scaled In different dIrectIons. 
The mall-out was an approprIate vehIcle and produced a 
return rate of nearly 75%. That older populatIon surveyed 
by mall, however, mIght have understood the study better If 
personal IntervIews of a random sample of tenants from each 
of the bu i I dIngs were used. 
ThIs study was sIgnIficant because It col/ected data 
from a new Iy opened project. Past research on management 
style was developed from projects already In operatIon. 
While the questIonnaIre results dId not parallel the 
hIgh rates of tenant satIsfactIon and volunteerlsm found In 
earlIer studIes, there Is some evIdence that cost benefIts 
are associated with management style. 
~l~E~~QID~n~il~n~ 
~ __ lm~l~~ni~il~n~~~nlQL~~ln~ 
~~n~~~~~Bu~~lln~~ 
Management fIrms vary In how they operate theIr 
buildings. Nearly all requIre that theIr managers spend a 
great deal of time on paper work. This study recommends 
that managers be allowed the tIme to communIcate more with 
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tenants and paper work be relegated to an administrative 
back-up process. 
z......~lIl.P-a.c.a.b. I e S a..La.cle.s 
Another common problem In assisted-housing nationally. 
Is the low paid status of on-site management. There Is some 
movement to Improve the status of managers by requiring 
certification. locally. a community college Is offering 
housing management training through Its gerontological 
certificate program. Certification and training will not 
attract competent management without comparable salaries. 
~--I~n.an~.cn~~.c~f.a 
Examining the reasons for tenant turnover is a vital 
source of Information and that data Is not presently being 
utilized. In senior housing there always Is attrition 
through death and frailty. When tenants leave for other 
reasons. an effort shou I d be made to find out why and how to 
correct the problem. 
An emerg I ng vacancy rate I n ass I sted-hous I ng for 
seniors nationwide Indicates the seriousness of the problem. 
Knowing why tenants are moving from a bull ding could be very 
useful to any owner/operator who Is having difficulty 
keep I ng tenants. 
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~ __ ~~L~-B~~~~L~b~l±b_~u~lng~~~g~~nI 
Researchers In the field should consIder fInding ways 
to measure differences In management styles and behavIors. 
Collecting data Is dIffIcult and proved to be a problem In 
thIs study. Finding ways to measure management style would 
be of benefit, not only for the emergIng professIon of 
managers, but for owners and operators who wIsh to Implement 
those management style's gUIdelInes Into theIr projects. 
For many housIng agencIes, management style Is a pre-
conceIved plan developed from the top down. In the vIew of 
thIs researcher, It costs less to develop management around 
the needs of the 01 der tenants as overall costs become lower 
through reduced turnover and vacancIes. 
A F I n.aL.Q.Q.n.c.Lu.~l.Q.O 
The fInal conclusion Is based on the personal observa-
tIons of the researcher in thIs fIeld study. In retrospect, 
whIle the focus of the study would be narrowed and a smaller 
questionnaIre would be used with personal IntervIews of a 
random sample of tenants from the four buildings, the 
management style of Building A would remain the same (see 
A p pe n d I x H). 
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ONE 9UILDm~ HAD '3 ~. 
ANOTIlER ... '!' 2.;l. .. 




MO?-'q,:!:S k=:r'nlAN, Ph.D. 
seiOOL OF LlGAN AFF."-1?S 
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FREQUENCIES OF NUr.1BER OF VALID RESPONSES ON LOCUS SCALE 
AdJusted Cumu I ative 
Code Frequency Pet Pet 
0 2 1 1 
1 2 1 2 
2 1 0 2 
3 1 0 3 
4 1 0 3 
5 2 1 4 
6 3 1 5 
7 2 1 6 
8 1 0 6 
9 3 1 8 
11 1 0 8 
12 1 0 8 
14 2 1 9 
15 6 3 12 
16 1 0 12 
17 3 1 14 
18 1 0 14 
19 1 0 14 
20 2 1 15 
21 3 1 16 
24 1 0 17 
25 1 0 17 
26 2 1 18 
27 1 0 19 
28 6 3 21 
29 5 2 23 
30 4 2 25 
31 5 2 27 
32 6 3 30 
33 6 3 32 
34 16 7 39 
35 19 8 47 
36 33 14 61 
37 93 39 100 
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FREQUENCIES OF NUMBER OF VALID ANSWERS ON MANAGEMENT SCALE 
Absol ute Relative Adjusted 
Number Frequency Frequency Frequency Cumul atTve 
0 2 0.8 0.8 0.8 
1 3 1.3 1 .3 2.1 
2 6 2.6 2.5 4.6 
3 6 2.5 2.5 7.2 
4 6 2.5 2.5 9.7 
5 8 3.4 3.4 13.1 
6 12 5.1 5.1 1 8.1 
7 4 1.7 1.7 19.8 
8 8 3.4 3.4 23.2 
9 30 12.7 12.7 35.9 
10 152 64.1 64.1 100.0 
TOTAL 237 100.0 100.0 100.0 
115 
FREQUENCIES OF NUMBER OF VALID RESPONSES ON VOLUNTEERS SCALE 
Absol ute Relative Adjusted 
Number Frequency Frequency Frequency Cumul atlve 
0 26 11.0 11 .0 11.0 
1 7 3.0 3.0 13.9 
2 10 4.2 4.2 18.1 
3 14 5.9 5.9 24.1 
4 25 10.5 10.5 34.6 
5 155 65.4 65.4 100.0 
TOTAL 237 100.0 100.0 
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TABLE 1 
Analysis of Varl ance - Variable Education - By Variable Building 
Source D.F. SS MS E Ratio E Prob. 
Between Groups 3 20.21 6.73 3.262 0.0224 
Within Groups 212 438.00 2.0660 
Total 215 458.21 
Group Number Mean St. Dev. Minimum Maximum 
Bldg. A 50 3.5800 1 .5791 1 .000 6.0000 
Bldg. B 34 2.9412 1 .4342 1 .000 6.0000 
Bldg. C 58 3.0517 1 .3432 1 .000 6.0000 
Bldg. D 74 2.7703 1.4098 1 .000 6.0000 
Analysis of Covariance - Sat. W/Mng. - By Building - Wfth Educatfon 
Source D.F. SS MS E Ratio Sfgnlf. of E 
Covarfate 
Educatfon 0.807 .807 2.288 0.133 
Analysis of Covarfance - Volunteerlsm - By Bufldlng - With Education 
Source D.F. SS MS E Ratio Sfgnff. of E 
Covarfate 
Education 0.164 .164 0.287 0.593 
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TABLE 2 
Analysis of Variance - Variable How Long (Months) - By Variable Building 
Source D.F. SS MS E Ratio f Probe 
Between Groups 3 20907.98 6969.3278 47.695 O. 
Within Groups 223 32585.69 146.1242 
Total 226 53493.6748 
Group Number Mean St. Dev. Minimum Maximum 
Bldg. A 54 12.5556 3.8835 2.0000 24.0000 
Bldg. B 34 41 .0203 25.2483 0.2300 84 .0000 
Bldg. C 64 15.3556 8.7561 1 .3800 43.0000 
Bldg. D 75 25.5556 8.9439 1 .0000 45.0000 






MS E Ratio Slgnlf. of £ 
0.906 2.449 0.120 






MS E Ratio Slgnlf. of E 
0.796 1 .386 0.241 
Analysis of Covariance - Manage - Education - How Long - Building 
Source of Variation D.F. SS MS f Ratio Slgnlf. of E 
2-way Interactions 15 4.600 0.307 0.913 0.55 
Analysis of Covariance - Vol unteerl sm - Education - How Long - Building 
Source of Variation D.F. SS MS f Ratio Signlf. of £ 
2-way Interactions 15 9.718 0.648 1 .235 0.259 
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The owners and developers of Building A were unusual 
fn their concern for their upcoming older tenants. They 
were w filing to change theIr original management plan to 
accommodate this study's cIted guidelines, even to the point 
of allowing Interior structural changes. In the final 
analysis, the owners and operators were satisfied wIth the 
results. 
h3 Brim & AssDciates, Inc. 
t102J 
1'-1 AcruBvBmant Through 
~ E:cc21Ienca 
October 22, 1982 
Thelma Lofquist 
1019 S. W. lOth Avenue 
Portland, OR 97205-2406 
RE: The First 365 Days 
Dear Thelma: 
Congratulations on living through a new project rent-up period com-
pleting the first 365 days. The evaluation report which you and 
Linda have discussed reflects all of the positive assets that you 
have brought to You have done an outstanding job of 
developing a "sense of community" among the. residents at Chaucer 
Court and you have been especially successful in attracting high-
quality tenants. I am positive that even though we will face 
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increased competition in the years to come, _. . will pros-
per due to the positive attitude which has developed in our residents 
as a result of your leadership. 
Linda has commented that your growing understanding of plant design 
and function could be of assistance in our other developments. I 
believe this is true and I look forward to having you work with our 
architects and project managers on new projects. 
Thelma, congratulations again. You have done a very good job at 
.. and I hope you have benefited from the experience as 
much as \No:! have. 
JW/lmd 
h3 Brim & AS5D::iaies, Inc. 
t1Du 
1'-1 AchiBYOmont Through 
2.--.l E::ccalloncB 
June 27, 1983 
Thelma Lofquist 
2429 N.E. Thompson 
Portland, OR 97212 
Dear Thelma: 
It is no sec=et to anyone involved that ~ is a very 
special housing project. It is special in terms of history, 
design, and most recently in terms of the special group of people 
residing there. 
For this last item, the owners of and myself, on 
Brim and Associates' behalf, are very aware of your efforts in 
c=eating the unique atmosphere which exists among residents, and 
between yourselves as managers and the residents. Your ideas 
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and the resulting hard work have given an outstanding 
reputation as a well managed project. This is, of course, secondary 
to your contributions in creating the fine environment our residents 
enjoy there. 
One hitch in our plans for has just recently come to 
reality - that being the competition for Section 8 residents within 
our neighborhood. Your energetic work to locate residents to keep 
the building at full occupancy has paid off. We are almost past 
the critical point for seeing moves from our rehab units to new 
luxury projects. Your contacts and creativity have kept the impact 
of this competition to a minimum. 
In recognition of your special skills, and of course persistence, 




Director of Housing Management 
LKE/lb 
cc: Jim Williams, Craig Rhea 
Dear Thelma: 
I wanted to take this opportunity to express my gratitude 
for the courtesies you have extended to my sister, Charlene 
'r since she moved to your facility on September 24, 
1983. 
In particular, I wanted to tell you how well pleased I was 
to find an apartment complex that was managed as well as 
and, as time goes on, I am sure it will 
continue. Three things have impressed me; the first was the 
cleanliness of the entire building and the general 
maintenance. If anything needs attention, it gets taken 
care of soon. 
The second thing that really impressed me was the quiet 
atmosohere which always orevails. In an apart~ent house 
with so many tenants, it· is really amazing·that the main 
lobby is always so quiet and peaceful. 
The third and most important impression I have is the 
caliber of oeoole in both the management and tenants. 
Yourself and Grant and Lynn Stephens have extended your-
selves in order to make my sister feel comfortable in her 
new home. To make her feel welcome, you have done things 
which you did not really have to do -- but things for which 
I am thankful and will not forget. 
The tenants also have been instrumental in helping Charlene 
adjust more readily to her new surroundings. She now feels 
more secure than she has in many years, and says she likes 
"her new horne". 
The bottom line is that Charlene can live and is adjusting. 
more readily than I could have ever believed possible to a 
better quality of life. Before she moved to ~ 
she was close to being a recluse. Now her social life is 
expanding little by little, and for that I am particularly 
thankful. It takes "special" people to make all that impro-
vement come about and, as manager, you set the tone -- you 
have done an excellent job! 
I am confident that if I was trying to learn how to be an 
apartment manager, I would want you as my teacher -- and I 
would want Mr. and Mrs. Stephens right there to help me toot 
You are all great. 
From both of us, thank you again, and keep up the excellent 
job. 
S;;;Zt:~ 
William C. Hughes 
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